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tives, design, implementation and evaluation of jobactive

Participating in
programs

prepafaﬁo’, to work

“Well, when they just palm you off and say look
for a job, no motivation whatsoever...

| guess when they do show a bit of interest in
your needs and wants, it does sort of improve
your commitment to wanting to find a job,
because it’s like this person believes that | can do
it so | should at least try.

Yeah, that’'s what | believe, because it's a pretty
depressing run, you start off with, you're like ‘OK,
| can’t find a job, there’s no way | can find a job’,
‘no-one believes in me’ - if | don’t believe in
myself how can | expect an employer to?”

Job Seeker WAJO1 (now employed full-time for 6 months)
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Executive Summary

This report captures our
understanding of the impact of the
future employment services
program on the experiences of all

users in the system. It also includes

risks posed by changes to the
model.

We considered the following users as
part of the research.

Job Seekers

We have mapped how their experience
will likely change and why, and
identified risks these changes pose to
the employment prospects of various
personas.

™ -

v >
Addad 1" Employers

We have mapped how the future
employment services model could meet
the needs of employers from the
recruitment through to the retention of
new employees.

n
gﬂ‘ Providers

We have identified factors and other
considerations relevant to effective
implementation of the future
employment services model.

Submission 55 - Attachment 2

-@- Design challenges Four key design challenges (below) were identified through the user-centred research.

1 How do we boost a job seeker’s
ability to forge their own path?

Exercising deliberate choice can
be hard when you have a reduced
feeling of control over your life
when unemployed, low in
confidence, isolated or depressed.

Speaking up can be viewed as
irrelevant when you have low
expectations of government and
view employment service providers
as the compliance arm of
Centrelink

Having a say in the job plan was

3®

Design positive
reinforcements
that build
engagement and
internal
motivation

Design a system
that doesn’t rely
on people
advocating for a
good service

Provide clear

2 How do we encourage job seekers
to accurately disclose their full story?

There’s limited trust in the current

system, causing reluctance to Reset job seekers’
accurately disclose personal | > @“ expectations of the
information, circumstances and jobactive service
motivation

Design a system
that captures and
shares crucial
information beyond
trusted
relationships

It can take time to understand
what is relevant to share and

who job seekers can trust to | >
share personal fears, hopes and
difficulties

3®

Show that

People are more willing to share . .
disclosing

information when they connect it

to the service they will receive P
and can see the value they get in

3®

information will
genuinely shape a
personalised

. choices and
valued, eye-opening and uide the
motivating, and led to choices that @ guide

, . > creation of
align with Departmental N .
expectations of progressing effectlv_e

strategies

towards work.

towards work

By building on the work done during the Discovery project
and testing tangible concepts with users, we have gained
a greater understanding of how policy could respond to

these challenges.

We have identified insights into the users’ experience in
the current system; how proposed changes might affect
that experience; and explored what else might need to
change to significantly improve outcomes for both job

seekers and employers.

return .
service

@ Design insights

As we explored each design challenge we developed a set of
insights that provide deeper understanding of the impacts of
proposed changes under the future model.

,@,\ Critical success factors

We have also identified a number of critical success factors that
must be met for the design challenges to be overcome and for the
future employment service model to meet its objectives and
improve outcomes for both job seekers and employers.
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3 How do we help job seekers access the 4 How do we make employment
supports they need to find sustainable work? services attractive for employers?

Recruiting new employees can be
time consuming and frustrating,
leading employers to recruit the [ >
safest bet and use reliable
recruitment channels

The level of support job seekers Build in mechanisms to
require and the impact of that sense and identify when
support on their journey towards i’ job seekers need extra
work is not clear cut assistance

Accurately refer job
candidates with
genuine interest and
suitable skills

3®
3®

Employers value service Design a system that
relationships where the individual can engage the most
needs of their business are > effective employers for
understood, and what’s on offer higher-need job

fits within what they are able to do candidates

Ensure that people who
disengage from digital
channels don’t disengage
from support

Navigating digital services can be
difficult and ineffective for people P
who can’t engage digitally

3®
3®

Employers seek ways to improve

the chance of making a good
investment when hiring new <
employees and are concerned

about losing time dealing with

Identifying what services are Support providers to build
accessible, available and helpful connections into

is difficult and often overlooked, P specialised support

yet highly valuable to support services in a structured
progress towards job plan goals way

Directly reduce the risk
of hiring the wrong
candidate or having
long lag time back to
full productivity

3®
3®

poor attitudes

Establishing easy to access and
tailored post-placement support
can facilitate job seekers staying
in employment when quitting feels
like the best option

Base the coordination of
post-placement support on
an understanding of the
individual job seeker

There are systemic barriers that

are difficult for an individual job Design a system that can
seeker or provider to address, leverage innovative

such as casualisation, transport support options to address
and long-term English language systemic difficulties

skills

Department of Jobs and Small Business | User-centred design | March-July 2018 [official use only]
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A user-centred approach to policy

o A2 R

Learning

Purpose

In 2017, ThinkPlace worked with the
Department to conduct Discovery research into
the behaviours, expectations and motivations
of job seekers, employers and providers. This
research informed policy thinking about the
future employment service model.

In 2018, ThinkPlace worked with the
Department and Expert Advisory Panel to
prototype and concept test policy options with
job seekers, employers and providers. Through
this process we developed a better
understanding of what might work, what
doesn’t work and why.

This document captures user-centred
considerations for core aspects of the design of
future employment services. Providing insight
into what works, what doesn't work, and what
could potentially make it work, rather than
suggest solutions.

Complementing Policy Thinking

ThinkPlace worked closely with the policy teams to develop a number
of scenarios and prototypes around key policy questions to try, test and
validate with users. These were based on the most recent policy
thinking from the Expert Advisory Panel and Department, covering
features of policy design across four key areas:

¢ Job seeker activation and assessment

* Providers and enhanced servicing

* Employer engagement

¢ Digital services

We adopted a combination of user testing and qualitative interviews to
elicit conversation and feedback that provide deep insights into why
certain designs work, and why others don’t.

For example, rather than asking users what could make a job plan
meaningful and effective for them, we created a number of cards that
describe goals, motivations or barriers to facilitate their thinking, and
gather their reactions when thinking about their job plan in terms of
agency and choice.

Although the report stands alone, it should be looked at next to other,
complementary research and departmental datasets.
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Bringing the user voice into the Department

We took an inclusive approach to setting up

and conducting the user research. working with We invited Expert Advisory Panel, policy After each field work sprint we held walkthroughs to share
the polic teargs to identify polic ' uestior?s and and digital team members out into the field insights, iterate our approach and identify the next round of
policy y policy q with us to learn first hand from our users. policy questions to explore.

concepts, and create prototypes to test.

Policy Question

How do we boost job seeker
choice, autonomy and self-

agency while also encouraging
them to meet mutual
obligations?

AT £ "

What questions should we use 1o g

Human.csnmed des
Beow, s have boken he u, policy questions dowr

into Digital

- Risky
ond {luenc

e
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Who did we Speak to? ThinkPlace

36 30 15 9 8 11 13 10
STREAM STREAM STREAM STREAM Noton Found
6 6 ' A B c Unknown Payments work
' 25 25 16 30 ¥ 4 6+ 13
Job Seekers AGED AGED AGED | REGIONAL METRO ATSI CALD
FEMALE MALE <29 30-49 50+ Data not collected
in sprint 1

We conducted research over four sprints, prototyping
different policy options with people facing different
circumstances and from different backgrounds.

We spoke with people who have and haven’t engaged with the
current employment services system. We engaged across
Australia, to conduct interviews, test ideas, and to try and gain
a deep understanding of the impacts of policy options.

RETAIL

TRADES & SERVICES
MANUFACTURING
HOSPITALITY & TOURISM
FOOD PROCESSING

HEALTH & COMMUNITY CARE
ASSISTANCE
ADMINISTRATION
CONSTRUCTION

CANBERRA
MELBOURNE
TOOWOOMBA
ADELAIDE
DARWIN

5

Intermediaries

LOCATIONS

9 Darwin

BUSINESS TYPES

]

|

34 A H

10 17 7
Employers SMALL MEDIUM LARGE
3 SITE MANAGERS 3 EMPLOYER VACANCY OFFICERS
1 8 2 AREA MANAGERS 1 OUTREACH OFFICER
1 TEAM LEADER 1 PSYCHOLOGIST
99 Brisbane Providers 6 EMPLOYMENT CONSULTANTS 1 WFD OPERATIONS
9‘ Toowoomba

K
Armadale

Sydney

129 123 139 85 28

Rockingham Canb STREAM STREAM STREAM 4 ACT 13 TAS
Bunbury Adelaide anberra 2 5 2 A B C S e
Mildura 67 QLD 30 WA
Mt Gambier () Melbourne Survey 46 98 106 2 o
AGED AGED AGED DIDNOT
respondents FEMALE ~ MALE <29 30.49 50+ ANSWER

Launceston
Devonport
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Summary of insights from Discovery project

The following is a list of themes and insights generated during the Discovery project and refined during this project. The Discovery
research informed the direction of the future employment services model, elements of which were tested and built upon in this project.

Aspiration

Disruption

Employability Difficulties

Living in Unemployment

o

D
13 )
3

4

Living with Compliance

The goals and aspirations of

job seekers are their greatest
motivation — our challenge is
to influence the personal

question: ‘what do | want to _
do with my life?’ ? M What makes a difference to

many people is outside the
provider’s control

People have complex needs
that need to be addressed
before employment can

become a priority

Employers are looking for
people with desire,
motivation and initiative to
work in a particular role

Relationships

O™ Employers want the right
person for the job - they are
willing to be good community
citizens, but not at the risk of
their business

A sense of futility: some
barriers to employment
present themselves as a
vicious cycle that is overcome

most easily by getting a job

Looking For Work
And Looking For Employees

Looking for work requires
external, as well as internal,
resilience

Unemployment leads to a
downward trajectory

&
w0z

Interconnections

o2
102

Many of the requirements are
viewed as just a compliance
or punitive task, rather than
meaningful actions leading to
work

The quality of human
relationships impacts
experience when engaging
with employment services

&
s

a2

@

® 2 Whatdoes job ready mean?

v People perceive the role of

providers according to what
they want from the system

There is as lot of judgement
around unemployment — this
can break down trust,
engagement and relationships

Job seekers often face a lack
of choice and autonomy,
contributing to a sense of

powerlessness ) )
Providers often rely on what is

easy to provide — services,
training and development
through a one size fits all
approach

@2 ™ Screening and filtering is a
central function of employers’
recruitment processes — this

is where we intervene

Soft skills are important to
% finding and keeping work, yet
difficult to develop while out of
work and education

Some people face significant
barriers to engage with digital
channels and online services

O™ Word of mouth and local
ﬁ networks still play an
important role in finding work

in a digital world

Living in a particular place or
region shapes your

experience when looking for
work and accessing services

Interdependent elements of
the system are disconnected
— people are interacting with
multiple government and non-
government services

D
(3 )
3

Employment services is a
complex administrative
environment, burdensome to
engage with

g

e
>

The employment services
framework is experienced as
rigid within a dynamic
environment

Department of Jobs and Small Business
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Design principles for future employment services

The following is a list of design principles generated during the Discovery project. These informed the direction
of the future employment services model, elements of which were tested and built upon in this project.

Make it user-friendly for everyone: The purpose of the interaction can be clearly defined and the user is able to

USER-FRIENDLY achieve their goal without encountering complexity, while meeting the task requirements. For providers this means simple
administration requirements. For job seekers and employers this means it is easy to comply, systems are useable, and
services are delivered via digital and non-digital channels.

Empower people and provide them with choice and autonomy: Support job seekers to do meaningful
MEANINGFUL activities that don’t feel like a waste of time. Design with empathy, and treat users like people, not numbers. Design a
service that resonates with job seekers. Give job seekers the information they need to make decisions.

Use people’s aspirations and goals to motivate them: Acknowledge that people have their own motivations,
MOTIVATING goals and limitations. Balance job seeker goals and motivations with the need to move into sustainable employment.
Favour sustainable work over a ‘job for a job’s sake’.

Build trust and respectful relationships: Support connections and engagement. Value people and relationships
RESPECTFUL over administrative requirements. Recognise people are central to achieving our purpose. Create a supportive
environment for people to access services.

Focus on the strengths of people: Focus on what people can do, not what they can’t do. Focus on strengths, while
STRENGTHS-BASED acknowledging barriers, rather than only focussing soley on barriers.

Don’t harm the wellbeing and mental health of the user: Don't negatively impact our users. Recognise that
HEALTHY people don’t always acknowledge or voice mental health issues. Acknowledge that being unemployed contributes to
mental health decline.

TARGETED Differentiate compliance response for different users: People are generally willing and able to comply, some
are willing but not able to comply for a variety of complex reasons and barriers — many outside their control. Design a
compliance and enforcement model that recognises the different reasons that job seekers fail to comply and tailor the
response to their circumstances.

TAILORED Tailor the service offering for different users:. Tailor support to those who will most benefit from the service. Give
the most support to those least able to find their own work.

ADAPTABLE Policies and services are dynamic and adaptable: Support local and multiple solutions. Recognise that one size
does not fit all. Allow everyone to learn by doing and adapt practices accordingly.

Department of Jobs and Small Business | User-centred design | March-July 2018 [official use only]
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.........

Design Challenges ThinkPlace

Through our user research we have
identified four key design challenges.

How do we boost a job seeker’s
ability to forge their own path?

These are questions that must be answered to
significantly change the experience of job seekers and
employers.

By building on the work done during the Discovery project
and by testing tangible concepts with users we have
gained a greater understanding of the complexities of
these challenges.

How do we encourage job seekers to
accurately disclose their full story?

We have clarified the users’ experience in the current
system; understood how proposed changes might alter
their experience; and identified what else needs to be
considered to significantly improve outcomes for both job
seekers and employers.

How do we help job seekers access
the supports they need to find
sustainable work?

DESIGN CHALLENGES

B~ W DN B

Each design challenge is summarised on the following
pages, with the complexity of the user experience behind
these design challenges described in the second half of
this section.

How might we make employment
services attractive for employers?

Zoom Out — Survey Results

We have mapped where survey insights have
supported our qualitative findings throughout this
section. For further detail on the survey, go to section 3.

Department of Jobs and Small Business | User-centred design | March-July 2018 [official use only] 12
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What did we test?

The following is a breakdown of what we tested during the project. Our approach was informed through
consultation with the ALMA Branch. The policy options which informed the research are outlined below.

How might we make
access the supports they need 4 employment services
to find sustainable work? attractive for employers?

How do we boost a job seeker’s

How do we encourage job How do we help job seekers
ability to forge their own path? 2 3

seekers to accurately disclose
their full story?

We sought to understand job We sought to understand job We sought to understand what We sought to understand what would
seekers’ desire and capacity to take a seekers’ level of trust in government assistance and interventions job make jobactive attractive to
more self-directed approach to the and employment service providers seekers needed to overcome barriers employers and encourage them to
development of their job plan. and how this affects their willingness to employment and what affects their hire disadvantaged job seekers.

to accurately disclose personal access to these supports.
We tested what activities job seekers’ information. We tested what service propositions
saw as important in helping them find We tested what support services job would be most attractive to employers;
employment; what support from their We tested job seekers’ reactions to seekers saw as important in helping them what perceived risks would need to be
provider and/or the employment probing personal questions; their find employment; what support services managed to make disadvantaged job
services system would help them in concerns with answering such had helped former job seekers find seekers more attractive candidates; and
finding employment; and their ability to guestions; and what would help alleviate employment; job seekers’ ability to how to best manage these perceived
assess what would help them find these concerns. assess what support services would help risks.
employment. them find employment; and the factors

that affect job seekers access to such
support services.

Policy options that informed our Policy options that informed our Policy options that informed our Policy options that informed our
research: research: research: research:
» Assessing a person’s self agency for » Creating an assessment tool * Providing employment service » Incentives for businesses to hire
digital or other needs. focused on understanding a person’s providers flexibility in assisting job disadvantaged job seekers.
strengths, capabilities, motivations seekers. .
* Boosting job seeker choice, and barriers. . . . : The type_s ey assstanqe i
3 » Assistance and interventions to make interventions to make job seekers
autonomy and self-agency while also . . . )
encouraging them to meet mutual . Understandlng.the level of trust job seekers more job ready. more job ready.
obligations. people have with the employment + Better matching job seekers to

services systems. I
y potential jobs.

Department of Jobs and Small Business | User-centred design | March-July 2018 [official use only] 13
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1 How do we boost a job seeker’s
ability to forge their own path?

O

Design insights

Exercising deliberate choice
can be hard when you don’t
feel like you have full control
over your life when
unemployed, low in
confidence, isolated or
depressed

Speaking up can be viewed as
irrelevant when you have low
expectations of government

and view employment service
providers as the compliance
arm of Centrelink

Having a say in the job plan
was valued, eye-opening
and motivating, and led to
choices that align with
Departmental expectations
of progressing towards
work

Critical

My success factors

What we heard
from job seekers

Design positive
reinforcements that
build engagement
and internal
motivation

Zoom Outl,3&4

Give me encouragement and
advice

Provide positive reasons to
engage so | feel like I'm taking
positive steps towards my goals

Show me the value of engaging
with employment services

Design a system that
doesn’t rely on people
advocating for a good
service

Zoom Out 5, 6 & 10

Make it clear when | have a
choice

Connect with me so that | can ask
for what | want when I'm ready

Ask about my circumstances and
work with me to identify an
effective plan

Provide clear choices

and guide the creation
of effective strategies

towards work

Zoom Out 2 & 6

Keep asking me what | think is
needed to support me into work

Give me a reason when | can’t do
or get support for something

Tell me about alternative
pathways and options to build my
work skills

<

=

Opportunities

Re-framing the ‘job plan’ as a way to articulate goals
and identify personally effective activities to achieve
those goals has great potential to motivate and
engage job seekers.

Job seekers who are facing fundamental barriers or
crisis situations have an opportunity to visibly track
access support and stay engaged towards
employment through a personalised job plan.

The extra information connected to job plans such as
personal interests, different industries could help
identify better job opportunities and more effective
ways to market job seekers to employers.

e Risks

1.

If the decision about what is and isn’t allowable under
the job plan doesn’t make sense to a job seeker, then
they will lose trust.

There’s a risk that the gate keeper, whether through
a provider or online system, won’t have sufficient
understanding of the individual value of personalised
activities to make fair decisions.

Creating job plans through online channels can make
it harder to be flexible, explain boundaries and
ensure a feeling of fairness and consistency.

Department of Jobs and Small Business
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How do we encourage job seekers to
accurately disclose their full story?

p Design insights

2.2

There’s limited trust in the
system, making job seekers
reluctant to accurately
disclose what’s going on in
their life

It can take time to
understand what is
relevant to share and who

job seekers can trust to
share personal fears,

hopes and difficulties

People are more willing to
share information when
they can connect it to the
service they will receive
and see the value they get
in return

Critical

My success factors

What we heard
from job seekers

Reset job seekers’
expectations of the
jobactive service

Zoom Out 5,7 & 8

Give me a choice in whether |
disclose information

Let me know what services and
supports | could be getting

Look after my personal
information

Design a system that
captures and shares
crucial information
beyond trusted
relationships

Give me time to disclose my full
story

Check in to see if anything has
changed

Give me someone to talk to

Show that disclosing
information will
genuinely shape a
personalised service

Tell me how my information will be
used

Tell me what’s in it for me

Tell me how disclosing information
improves the services | receive

- ©

o

1.

Opportunities

A well-conducted initial meeting between an
employment consultant and job seeker can have
significant flow through benefits, drawing out
personal information and shaping their expectations.

Dedicated time to genuinely listen to a person’s story
can uncover crucial understanding of how to best
help a person into work, connect their story and
needs to the available supports and plan their journey
to work with them.

Risks

Fully online service delivery is unlikely to reveal a job
seeker’s full story. This means crucial information
about barriers, strengths and interests may be
missed.

Poor management of a job seekers personal
information by government or provider systems
frustrates job seekers and causes them to distrust the
system.

Online only service delivery will not capture a job
seeker’s full story. They may not be connected with
supports that could assist them into work earlier,
resulting in them being on income support for longer.

Department of Jobs and Small Business

| User-centred design | March-July 2018

[official use only] 15



DESIGN
CHALLENGE

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

3

How do we help job seekers access the
supports they need to find sustainable work?

O

Design insights

The level of support job
seekers require and the
impact of that support on
their journey towards work is
not clear cut

Navigating digital services
can be difficult and
ineffective for people who

can’t engage digitally

Identifying what services
are accessible, available
and helpful is difficult and
often overlooked, yet highly
valuable to support
progress towards job plan
goals

Critical
My success factors

What we heard
from job seekers

Build in mechanisms
to sense and identify
when job seekers
need extra assistance

Zoom Out 3, 6, 9 & 10

Keep me employable, give me the
tools to help me find work

Help me get going as quickly as
possible

Don’t assume | don’t need help,
check in with me

Ensure that people
who disengage from
digital channels don’t
disengage from
support

Zoom Out 10

Give me an alternative option to
digital channels

If something goes wrong with my
online engagement, help me
quickly so my payments don’t get
cut off

Support providers to
build connections into
specialised support
services in a structured
way

Zoom Out 10

Tell me what other services are out
there and help me connect

Direct me to affordable, local
services

Let me know what would help me,
and why

<

=

Opportunities

Interactions with job providers can serve as a crucial
intervention and connection point for jobseekers
invisible to other services.

If the system can accommodate long time frames and
respond when a jobseeker’s internal motivation shifts,
then intensive case management can help people
break out of the cycle of intergenerational or long
term unemployment.

e Risks

1.

By not providing face to face interventions with job
ready job seekers, there’s a risk that people slip
through the gaps and end up disconnected from the
labour market.

Jobseekers may use digital engagement to
consciously or unconsciously opt out of support when
they most need it.

Job seekers accessing enhanced services will need
genuine expert help to make informed choices
between possible services and pathways. If the
employment services sector is not professionalised to
a minimum standard, there is a risk that job seekers
will not receive the level of guidance and support
required to effectively navigate the system.

Department of Jobs and Small Business
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DESIGN
CHALLENGE

3 How do we help job seekers access the
supports they need to find sustainable work?

Design insights @ Critical What we heard @ Opportunities
9 9 AW\ success factors from job seekers = PP
Establishing easy to access Base the Let me decide how much to tell my 1. Providing clearer direction and support towards
and tailored post-placement coordination of Post- ELTELEED SUEHETE e_mp'°VF"eT“ can increase 172 EEEm g i
" . many Australians slipping into precarious

support can facilitate job Placement Support Talk to me about the personal side employment.
seekers staying in on an understanding of my experience ) ) o )
employment when quitting of the individual job , _ . Mentoring through the |_n|t|al period of employ_ment

: . Don’t hassle me during work can help a person starting a new role to stay in work.
feels like the best option. seekers hours

3. Direct engagement with employers (such as
mentoring managers) with the permission of the job
seeker, could be an effective support to keep job

There are systemic barriers Work with me to develop a long term seekers in work.

that are difficult for an Design a system that plan, not just a short term plan

individual job seeker or can leverage

provider to address, such as innovative support Recognise where | live and what's

casualisation, transport, options to address SR SREElIE Risk

long-term English language systemic difficulties Don't push me into work against e ISKS
skills. my best interests

1. without additional intervention from the government,
systemic barriers to meaningful and secure
employment will be unaddressed.

2. A model that doesn’t recognise regional differences,
such as the availability of vacancies could
disenfranchise regional communities and job
seekers.
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DESIGN
CHALLENGE

4

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

How might we make employment
services attractive for employers?

p Design insights

Establishing easy to access
and tailored post-placement
support can facilitate job
seekers staying in
employment when quitting
feels like the best option

Employers value service
relationships where the
individual needs of their
business are understood,
and what’s on offer fits within
what they are able to do

Employers seek ways to
improve the chance of
making a good investment
when hiring staff and are
concerned about losing
time dealing with poor
attitudes

Critical

My success factors

60 ™ What we heard
Addad % from employers

Accurately refer job
candidates with
genuine interest, the
right attitude and
who could do the job

Save me time and energy
Don’t over promise and
underdeliver

Do as much admin for me as you
can

Design a system that
can engage the most
effective employers for
higher-need job
candidates

Prove that you know the type of
candidates I'm looking for

Tailor support so that it works with
my existing business processes

Don’t send me someone who
clearly can’t do the job

Directly reduce the risk
of hiring the wrong
candidate and reduce
the time it takes to
work at full
productivity

Send me candidates with the right
attitude, who want to stick around

Provide backup options, in case
something goes wrong

Be upfront about anything that
might be an issue or different to
what | expect

<

=

o

Opportunities

Proactive engagement with employers by providers,
before there is a pressing need for new employees,
could provide a comfortable runway into a new role

for both the job seeker and the employer.

A centralised register of eligible job seekers could
deliver a pool of local, job-ready candidates to
employers.

A reliable online platform that can filter applications
based on relevance could be a complementary
channel to private recruitment platform (e.g. Seek) for
many employers.

Risks

Wage subsidies are not attractive to many
employers. Relying too heavily on monetary
incentives could mean that the future employment
services system misses willing employers.

Fractured engagement from providers or government
with employers can make them feel like they’re being
hassled and cause them to disengage.

If this model isn’t distinguished from current services,
employers may not engage because of their previous
associations with jobactive.

Setting high expectations, but delivering a mediocre
service will lead to a bad reputation.

Department of Jobs and Small Business
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DESIGN
CHALLENGE

How do we boost a job seeker’s ability to
forge their own path?

“It was a bit embarrassing, | was sent by my provider for
half a day for seven weeks... | didn’t really need to do the
course, it was an employability skills course at TAFE,
pretty much | can do all those sorts of things.

My network provider basically said we've booked you for
it, I'm not sure if | had a choice, | thought I'd go along and
find out. Then TAFE said go see the disability [careers]
guidance counsellor ... they explained | can do any course
for free, they were amazed my provider didn’t tell me...

I’'m looking at a possible business course to help me get a
better job ... I'm a bit more motivated now.”

Job Seeker SJ11

ThinkPlace

What did we test?

We sought to understand job
seekers’ desire and capacity to take
a more self-directed approach to the
development of their job plan.

We tested what activities job seekers’
saw as important in helping them find
employment; what support from their
provider and/or the employment
services system would help them in
finding employment; and their ability to
assess what would help them find
employment.

Policy options that informed our
research:

» Assessing a person’s self agency
for digital or other needs.

Boosting job seeker choice,
autonomy and self-agency while
also encouraging them to meet
mutual obligations.




The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

Exercising deliberate choice can be hard
when you have areduced feeling of

control over your life when unemployed,
low in confidence, isolated or depressed.

To achieve genuine choice we need to
actively build a sense of personal drive
and control through positive, persuasive
engagements

Key insights

A job seeker’s perceived sense of personal agency and control
can waver when unemployed. Unemployment can be
demotivating and lead to lower levels of self-efficacy.

Internal motivation improves when job seekers can connect
actions to their personal aspirations and strengths. Positive
feedback that rewards effort, can build a sense of progressive
achievement and build motivation to actively seek work
opportunities.

When there isn’t a visible difference between options, choice
doesn’t feel significant or important. For example, many job
seekers report not caring about which provider they went to, until
they had a bad experience.

What our job seekers are saying...

"You can go off track, knowing you have
to go in there, you're obligated, can help
you be motivated ... if | can do that online,
send to them to see the evidence, that's a
good thing, better than wasting their time
and my time"

Job Seeker SJ04

[Regarding first appointments:] "It’s
always basically the same. They
look at my history —see |
have...[barriers]. I'm always
treated like I've done something
wrong.”

Job Seeker BJO2

“Don't give me a list, make the
appointment. If you don't do it for people
who are struggling, 90% won't get a job. It
shows that there are people there to help ...
build a relationship, a reason to look
forward to coming back."

Job Seeker SJO1

"Well the first job agency | went to | didn’t
really generally have a care, [having a choice]
wouldn't really affect it per se, when | went to
the second job agency, it’s pretty much like
an epiphany when you're like, oh, you know |
need to do something with my life, then you
appreciate these things available to you"

Job Seeker WAJO1

Design positive reinforcements that build
M\ engagement and internal motivation

Provide positive reasons

e Carefully designed behavioral interventions, embedded in job Give me to en I feel like I'm Show me the value
seekers’ cultural value orientations, can help shift to a more encouragement ° f ksi’:ge soiti:e t N of engaging with this
motivating and ultimately more effective system for job seekers — and advice at wg r[()josm €s (Iaps program
see ‘Zoom Out 4'. owards my goais
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

Speaking up can be viewed as irrelevant
when you have low expectations of

government and view employment
service providers as the compliance arm
of Centrelink

Don’t expect people to advocate for
themselves to ensure they receive a good
standard of tailored planning and servicing

Key insights

e Choice can feel limited and non-genuine when exercised in the
context of compliance-focused conversations. This generally
limits the feeling of personal agency. The current job plan is
often agreed to without input from the job seeker, as it does not
feel like a genuine choice. The role of the provider or online
system as a gatekeeper may affect a job seeker’s interpretation
of whether they truly have discretion to set their own plan.

What our job seekers are saying...

“My jobactive [provider] simply does not
care what my needs are, and what my
barriers are to employment. I'm just a
number, and | just get ticked and flicked
every time I'm there.”

Job Seeker Survey

"They should ask ‘what do you
need to get over the line?’ |
might've said ‘study’, they never
asked me the question, | didn't
know.”

Job Seeker SJ11

"It's the terms and conditions of getting
my payment, so there's no choice, I'll tell
them what they want to know.”

Job Seeker MJO6

“l assume that the Government
education services would be very basic.
How to apply for a job, tafe and uni
options. Stuff | already know. It makes
me seem pretty judgmental. But I'm
judging it, it's based on Government it's
not going to be specific.”

Job Seeker MJO6

e When there is low awareness of what’s available and possible,
there’s an expectation that a government-funded system won'’t
be very helpful or account for their goals. This means people
don’t think to ask or argue for services that will meet their needs.

e Many of the job seekers we spoke to had low confidence or were
experiencing personal difficulties, and didn’t feel comfortable
articulating their needs clearly. Direct questions and skilled
observation may be required to ensure that their needs are met
and they receive effective services.

Zoom Out 5, 6 & 10

Design a system that doesn’t rely on people
Mg\ advocating for a good service

Connect with me so
that | can ask for
what | want when I’'m

Make it clear when
| have a choice

Ask about my
circumstances and work
with me to identify an
effective plan.
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

Having a say in the job plan was valued,
eye-opening and motivating, and led to

choices that align with Departmental
expectations of progressing towards work.

Active guidance is needed to build
awareness of available options and to
clearly articulate short and long term goals,
supported by effective strategies

Key insights

Having the opportunity to shape the activities that feel valuable
and worthwhile was an exciting prospect for job seekers. They
expressed that this would allow them to do what they thought
would help them get into work and that they wished they knew
about possible options earlier.

Navigating multiple government systems and the different
supports and funding options is difficult and unintuitive. Clarifying
what can and can’t be funded by the Department or other
services will help job seekers feel like they have genuine choice
and influence.

It can be difficult to articulate goals and identify effective ways to
find work or be work ready for the local labour market, especially
if you’re changing industries, are demotivated or have low
confidence. Long term planning and direction can be lacking.

A job seeker may have had a personal realisation that drives
increased motivation, or they may experience disruptive life
events, or gradually they may disengage and lose hope. Assume
circumstances will change, learn and adapt as people move
through the period of unemployment.

Zoom Out 2 & 6

What our job seekers are saying...

"That would be unreal. The career
counsellor from the Government that gives
a shit about me personally. Centrelink is
not about what you want to do, it’'s about
getting you a job.”

Job Seeker MJO6

“[I've worked in various short term or
contract jobs for 20 years] It’s different in
your 40s to your 30s, weeks go by without
getting any responses."

Job Seeker SJ10

“l want to get my mental health stuff
sorted so | can get into work.”

Job Seeker BJO3

"Don't just say 'you have to do this',
explain to me why ... so | can say fair
enough’ ... They should listen to your
needs and explain so you can
understand.”

Job Seeker SJ04

“Having an appointment with a job
provider every two weeks, especially for
something that | don'’t feel is that relevant
to me, like a resume class for two hours,
is actually a little — it doesn’t make me feel
particularly good, and it makes me feel
like that my job provider’s actually ignoring
what | really want and what | really need.”

Job Seeker MGJ06

Provide clear choices and guide the creation
M of effective strategies towards work

Keep asking me
what | think is
needed to support
me into work.

Tell me about
alternative pathways
and options to build

my work skills.

Give me areason when
| can’t do or get
support for something.
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DESIGN
CHALLENGE

How do we encourage job seekers to
accurately disclose their full story?

[In response to barriers disclosure sheet] “I'm not overly
trusting in government departments. And | think that is
very personal information that | would not want to
share...

| don't feel a lot of this is really pertinent to finding a job.
I's more about mental health... I'd be worried it would
perhaps be discriminatory, that the information could be
used negatively. To me, this is more what you talk to a
psychiatrist or a psychologist about, rather than a
government agency - or a job provider...

[What might persuade you?] If it was an agency that
actually dealt with mental-health issues, | presume, |
suppose. And actually were there to support you if they

decided you were in need of mental-health support.”
Job Seeker MGJO03

ThinkPlace

What did we test?

We sought to understand job
seekers’ level of trust in government
and employment service providers
and how this affects their
willingness to accurately disclose
personal information.

We tested job seekers’ reactions to
probing personal questions; their
concerns with answering such
questions; and what would help
alleviate these concerns.

Policy options that informed our
research:

* Creating an assessment tool
focused on understanding a
person’s strengths, capabilities,
motivations and barriers.

Understanding the level of trust
people have with the employment
services systems.




The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

There’s limited trust in the system,

= What our job seekers are saying...
making job seekers reluctant to

accurately disclose what’s going

on in their life "That’s the only thing I'd worry about, |
don't trust the government, straight up. |
don't trust the government at all...| don’t

"Some of them [provider staff]

Shift expectations of the service and have an issue [answering these }lzou don’t say <’:1|~:>_n;u0fhE }lfftl;] t
reassure people that responding truthfully questions], | personally don'’t care one b”OWayou can kind ot tefl tha
won’t harm them or their payments way or another...use it as you see fit, just ounaary ...
don’t shaft me." Job Seeker WAJ06
Job Seeker MDJO3
Key insights “She said 'if you don't want to look for
, . . . "I'm happy to give my information. I'm work’, 'No, it's not that, my situation is
° QOb seel_<ers perceived lack of ch0|c_:e in whether t(_) share t.he|r happy to have services. If | didn't fill this different ... honestly, really, it's a waste of
information can cause them to provide inaccurate information out, I'd have my services cut.” time; she said 'l don't want you to waste
or leave out details. The provision of genuine choice around my time’, | said 'you're wasting my time' ...
what information is shared facilitates honest disclosure. Job Seeker KJO1 It would be different if | was bludging, I'm
not."
e Enforcing compliance is seen as the system’s primary
purpose. Job seekers are reluctant to engage when they Job Seeker SJ04
believe the system is there to penalise rather than support
them.
e Low expectations of the system and employment service
provider’'s capacity to help job seekers find work increases @ Reset job seekers’ expectatlons
dout_>t that telling _thelr story will change the outcome of the of the jobactive service
service they receive. ~ ‘
e There is a fear the information provided will not be handled
appropriately and job seekers will have to repeat their story ) .
again and again. This can be confronting given some of the Give me a choice in Let me know what Look after my
challenges job seekers might be facing in their life. whether I disclose services and supports personal information
information | could be getting
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

It can take time to understand what is
relevant to share and who job seekers

can trust to share personal fears, hopes
and difficulties.

There is great value in a good employment
consultant who can build rapport with a job
seeker and have conversations that draw
out their true need.

Key insights

Previous experiences of feeling degraded and dismissed when
interacting with Centrelink and employment service providers reduces
people’s willingness to readily share information. It takes time and
patience to overcome these previous experiences.

Circumstances change while a job seeker is in the system. Maintaining
relationships and engagement with the job seeker encourages ongoing
disclosure.

Job seekers having to repeat their story again and again is frustrating.
Effective recording of a job seeker’s individual stories builds trust and
rapport.

The circumstances and stories of each job seeker are unique and
complex. The shallow and transactional nature of interactions between
job seekers and providers can lead to fears that information may be
misinterpreted or misunderstood.

There is great value in face-to-face service delivery. This channel is not
currently being utilised to its full potential and opportunities to
understand job seekers’ stories are being missed. This might be further
exacerbated under an online only service delivery model.

What our job seekers are saying...

"Like when | lost that job she sat me down
and said: ‘what’s going on? This isn’t like
you’, ahh, | started crying in her office ...
someone who makes you comfortable,
and so they know what’s going on, it
makes it a lot easier when they know."

Job Seeker WAJO6

“We are people, the way they speak to
you is quite rude, they degrade you ...
you're just on Newstart, you're no one...
they need more empathy, to listen, to be
understanding ... don't just say 'you have
to do this', explain to me why ... so | can
say ‘fair enough’ ... They should listen to
your needs and explain so you can
understand.”

Job Seeker SJO4

“l opened up to him a lot more. | might talk a
lot, but I'm quiet — | keep things, and then |
need to earn their trust before | let them
know how | feel and what | want, and | need
to see what their energy is like with me.”

Job Seeker MJ10

“I'm not overly trusting of government
departments and | think that is very
personal information that | would not want to
share”

Job Seeker MGJ03

“Got in a bit of trouble.. Yea, they would
have been able to support me better if | told
them my full story, but | didn’t want to talk
about it. You've just got to deal with your
own shit.”

Job Seeker MGJ03

@ Design a system that captures and shares crucial
NN information beyond trusted relationships

Give me time to

Check in to see if

Give me someone to

disclose my full story anything has changed talk to
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
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People are more willing to share
information when they can connect it to

the service they will receive and see the
value they get in return.

Explain how sharing information helps the
provider and employment services system
give them the support they need and will
genuinely shape their experience for the
better.

Key insights

e Job seekers expect something in return for the information they
are providing.

e There is a disconnect between the sharing of personal

What our job seekers are saying...

“If what I'm saying [he] just sits there
and enters it into a spreadsheet and
sends it off, then what’s the point? [it
needs to actually change how they
help me]”

Job Seeker WAJO3

"l am happy to share information, even
personal, if it helps me get a job.”

Job Seeker BJO4

“That’s the rules | have to stick to isn't it? |
have to sign it or | don't get paid.”

Job Seeker BJO4

“It would be good if you could get
matches with positions and courses
available. | would want more information
on how they got to that though”

Job Seeker MGJ06

information (that is not directly related to their employment
history or capacity) and the way services are tailored to the
individual. This affects willing and open disclosure.

e The perception that the system penalises, rather than
incentivises honesty, increases reluctance to disclose this
information. Job seekers fear it will make interactions with the
system more difficult.

@ Show that disclosing information will
AywA genuinely shape a personalised service

Tell me how my
information will be
used

Tell me what’s in it

Tell me how disclosing

services | receive

information improves the
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Overall Site Sta The appropriateness and effectivéness of the objectives, design, implementation and evaluation of jobactive
o1 =~ ] I I -

Submission 55 - Attathment 2 out of 10 employers recommend
* * * ";/.‘ Is provider

loyer Anna

shed 3 March 2018
These providers don't understand my
business. | need staff with a specific skill
set, qualifications and certificates. They

| don't agree with that, that this information can help send me 4 or § candidates that don't even

. trie ' have the right qualifications and have never
with that. You need to specialise your questions worked in the Industry. | can't hire them. It's
relating around job stuff. This is personal, people :v‘:fy‘;:::m;‘:“" the.candidate's time,
aren't going to talk about this because what if this ——
stuff was happening in the house they'd be too Publisived 3 Noverier 2017

This provider won't stop harassing me! | get

fearful ... s0 many phone calls from them, almost

weekly, | don't need any more staffl!in

If you're going to talk about questions and
information relating to getting people job ready or
skill ready or going into these service provider it
needs to be around that... That's just something that
the mentor or the client service provider is going to
identify with that person, that individual, anyway
once they get to know them.

Job Seeker MDJO05

i



ThinkPlace

3 How do we provide access to support and
services that help people into sustainable work?

DESIGN
CHALLENGE

"l told them about chronic pain and they pushed me out
to look for work... | was distraught the day | left
Centrelink ...

| made a stupid comment, like I'm going to blow this
place up ... they said do you want to speak with a social
worker?

| said yes, anyone, the social worker had a chat with
me, | calmed down, we had a coffee .... talked it through
... She said there is a way, they approved the claim on
the spot...

she turned me around for two years, thank God she
helped me out, because that was manageable”

Job Seeker SJO1

What did we test?

We sought to understand what
assistance and interventions job
seekers needed to overcome barriers
to employment and what affects their
access to these supports.

We tested what support services job
seekers saw as important in helping
them find employment; what support
services had helped former job seekers
find employment; job seekers’ ability to
assess what support services would
help them find employment; and the
factors that affect job seekers access to
such support services.

Policy options that informed our
research:

Providing employment service
providers flexibility in assisting job
seekers.

» Assistance and interventions to make
job seekers more job ready.




The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

The level of support job seekers require What our job seekers are saying...

and the impact of that support on their
journey towards work is not clear cut.

"Knowing that's an option ... what it felt “So | think maybe that after six months it

. . . like was drop the form and go ... you need might be stretching it out a little bit too
The lack of timely interventions can result to have that chat in the initial meeting so much, | think within that first three months

in long term unemployment of otherwise you can get started straight away" you should be getting people in, getting
work-ready job seekers that course done and by that six months,

Job Seeker WAJO3 (Stream A) hopefully, you would have a job.”
Job Seeker MGJ06

“It’s here, it's in my own head that I've lost

o that confidence. But | know that | can do it. “It's a lot of chat. A lot of chat, and not a
Key insights I just think we need more help to do it. lot of doing. And when — | think it's a lot of
. . . . ) There needs to be better services, disheartening, if your self-esteem’s down.
e The experience of becoming unemployed and interacting with especially for mature aged people” Yeah, sometimes you feel a little bit less
the system can impact the motivation and self esteem of job Job Seeker MJ02 directionless”

seekers who otherwise appear highly capable and employable.
Quickly identifying this impact and its consequences reduces the
impact on their long term employment outcomes.

Job Seeker MJ10

e Job seekers’ limited resources or awareness of what will help
them re-enter the workforce reduces their likelihood of

accessing and acquiring the support and tools that will expedite

their return to work. The timely provision of advice and Build in mechanisms to sense and identify
associated funding reduces the job seekers time in the system . )
and helps avoid other barriers to employment arising. NN when job seekers need extra assistance

e The barriers and aspirations of job seekers are complex and
varied. Flexibility in the type and provision of support will assist in
meeting the needs of individual job seekers. Keep me employable, . Don’t assume | don’t

. Help me get going as .
give me the tools to need help, check in

help me find work quickly as possible with me
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

Navigating digital services can be
3 difficult and ineffective for people who

can’t engage digitally

Digital preferences and skills may not
align with the intensity of support they
require for other work readiness factors

Key insights

An online platform that makes it easier to report and reduces wasted time
going into a provider for transactional activities was valued by some.

Many job seekers perceived the introduction of an online platform as
impersonal and bureaucratic, especially for the less transactional aspects
of service delivery. Pushing job seekers to use an online platform may
cause them to disengage from the program.

When digital engagement is off-putting and misaligned with a job seeker’s
preferred way of receiving guidance and direction, it will be difficult to meet
the core needs of job seekers who are feeling lost, demotivated and
ineffective in their job seeking.

Young people can also struggle with using services, navigating the
government’s digital environments and reporting online.

Literacy difficulties compound digital literacy difficulties.

Access to digital devices is an issue for many job seekers - this could be
because they don’t own smartphones or computers, or can’t afford to
purchase data credit regularly. In regional areas where local libraries are
further away, this can be a significant barrier.

Zoom Out 10

"With a digital app, you're just a number in
the system. They just want to cut costs.
They just want to forget about us.“

Job Seeker KJO3

“...It’'s more efficient to apply online, to do
all this online, but the inability to actually —
the difficulty in actually speaking to a
human person is just — I couldn’t believe
it.”

Job Seeker MJ09

What our job seekers are saying...

“For me digital is an easier
option ... but it was good to get
out of the house.”

Job Seeker WAJO3

"I hate online, I'm old school, sorry, it
needs to broken down black and white in
front of you, broken up with you, sat down
and explained to you, you've got to dumb
it down for us, dumb it down... No-one’s
going to do it online, if you say just look
online, some people don’t have laptops
you know, | didn’t have a computer for
ages, had to go to the library ...please
don’t ruin it.”

Job Seeker WAJO6

@ Ensure that people who disengage from digital
Ayvh channels don’t disengage from support

Give me an alternative option to
digital channels

If something goes wrong with my
online engagement, help me quickly so
my payments don’t get cut off
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Identifying what services are accessible,
available and helpful is difficult and often

overlooked, yet highly valuable to
support progress towards job plan goals

Coordinating access to support services,
timely interventions and mentoring can help
job seekers get needed, quality support

Key insights

e The reliance on the knowledge and networks of individual
employment service provider personnel affects the access and
consistency of the services job seekers receive. Building more
strategic partnerships with external service providers will
facilitate improved and more consistent servicing.

e Already disadvantaged job seekers are further disenfranchised
when external / enhanced servicing is used as a way to park
them and keep them in the ‘too hard basket’. External /
enhanced servicing should form part of a broader strategy to
facilitate job seekers entry or re-entry into work.

Zoom Out 10

“Sometimes you don't even know where to
go, where to find the avenues to pursue
something you want. Job Find, I've asked
them. They told me you can ring some of
the charity organisations that go round, but
you ring those people and they just want you
on the phone to get money, to raise funds”

Job Seeker SJO1

“... they’re just like do you have any family
support? Can your family give you money?
I'm like no, my family live in New Zealand.
And even if they were Australian it’s like not
everyone can just go and ask their family for
money. It’s just and I'm 45 and I've got pride
and dignity and it feels like they just took it
all away from me.”

Job Seeker MJ04

What our job seekers are saying...

“And people say well why don’t you try this
and why don’t you try that. And it’s like,
‘why don't you try it?” Why don't you pay
for it for me for a start because where am |
getting the money from? No-one is
offering me anything. They offer me a card
and say here go to the pools and have
aqua therapy with your card, with your
healthcare card. It's still $6 to get it. And
living on a NewStart allowance that’s not
feasible.”

Job Seeker MJ04

“I wouldn’t have a clue, this is
why | tap into my provider ...
they didn’t offer any help”

Job Seeker WAJO3

3®

Tell me what other

Support providers to build connections into
specialised support services in a structured way

. Direct me to Let me know what
services are out
affordable, local would help me, and
there and help me .
services why
connect
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What our job seekers and 6 O M.
employers are saying... m i

Establishing easy to access and tailored
post-placement support can facilitate job

seekers staying in employment when

quitting feels like the best option "Not with my employer, no way, no way,

uh uh, big no no, not happening, ... that “It's just basically the understanding - that
) : : was bad enough, | mean | got that job on way the employee has an understanding of
Don’t duplicate internal er_nployer , my own and they contacted my employer the job, of the issues that could arise with
arrangements, follow the job seeker’s that was really annoying ... if I've gone out the job, so they're put on notice before
lead and focus support on their personal and got that job on my own, you don't they've actually started the job, which is a
comfort contact my boss, you contact me who good thing. ...So, basically having a plan
then contacts my boss.” ready for them and a good understanding of
L the position.”
Key insights Job Seeker WAJ06

Employer AEO8

e Post-placement support can be the difference between a job
seeker staying in employment or not. When complex issues arise

in a job seeker’s life without additional support services, quitting “Mentoring would have

L . . been really helpful.” “You’d want to know it straight upfront. You
their job may seem like the best option. Job Seeker WAJO1 Would'want to know strgight off the bat if
e Post-placement support is also needed to address simple but there is someone else involved. You're
significant barriers, such as providing fuel vouchers to job going along as normal, and suddenly there
seekers in outer urban and regional areas who are unable to get is someone there in the background.”

to work prior to their first pay coming through. This is particularly Employer TWEO1
relevant for job seekers who will be serviced through the online
platform only.

e The provision of post placement support and particularly the
engagement of the employer in the process can be a sensitive
issue for job seekers. The provision of post placement support
should be determined in consultation with the job seeker.

Base the coordination of Post-Placement Support
on an understanding of the individual job seeker

3®

e Support services need to be coordinated in a way that is tailored
to the needs and capabilities of the job seeker, the employer and

the provider. This is a three-way relationship that needs to be Let me decide how Talk to me about the ,
coordinated and should be considered on a case by case basis much to tell my personal side of my an Bl @ e
: . during work hours
employer experience

Department of Jobs and Small Business | User-centred design | March-July 2018 [official use only] 89



The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

There are systemic barriers that are difficult
3 5 for an individual job seeker or provider to

address, such as casualisation, transport
and long-term English language skills

Innovative support options and systemic
shifts could significantly improve the
experience and outcomes of some job
seekers

Key insights

Soft skills and an understanding of work culture is hard to learn through a
course — gaining work experience, work trials and volunteering were reported
as significant turning points.

The lack of affordable transport can be a significant barrier to accessing work,
support and volunteering opportunities — especially in regional areas.

Tight regional labour markets can make it harder to find relevant jobs to apply
for. This demotivates job seekers, especially when simply applying for jobs is
the main strategy.

English fluency can be hard to improve once work takes time away from
lessons and communication opportunities. A focus on getting a job to achieve
financial security can reduce the time invested in improving English skills for
better long term outcomes.

A short-term view of work is prioritised over retraining and longer term work
sustainability. Even after gaining some work, people still feel insecure when
their long-term prospects are uncertain.

Access to adequate support services (e.g. mental health, addiction and drug
and alcohol counselling services, etc.) can be difficult in many areas of
Australia. There's a risk that the enhanced services will refer many people to
services which don't have sufficient capacity.

The future employment services system should aim to help job seekers chart
a career path after they leave income support. An online service could help
people navigate other services (e.g. training) and reduce the likelihood of
them returning to the welfare system.

“l want to learn English because my
English is very poor... They give us a
course but not free. Not free. So when |
got job and when | got the money | study.
| want to study in aged care, childcare and
computer. | very interesting. Yes.”

Job Seeker BJ10

“After moving here there’s really been not
much work for me here and not much
prosperity at all either. | mean, I'm in a
position now where | have to look for 20
jobs a fortnight and there’s about 20 jobs
for me in Mount Gambier.”

Job Seeker MGJO1

What our job seekers are saying...

“Bus tickets are getting really bull crap. |
seen the other day a single trip is nearly
$2.50 or something. When | was going to
school a ticket was 80c or 90c and I'm
only 27 so it wasn't that long ago. ... I just
refuse to get on a bus now because |
know it’s crap. I'd rather walk back in a
storm.”

Job Seeker MGJO1

“When finding a job there was nowhere to
work with, | lived in Warratah and there
was legit a pub and a petrol station..
There was word of mouth jobs but the
travelling distance made it hard to work.”

Job Seeker TAJO3

@ Design a system that can leverage innovative
AyVA support options to address systemic difficulties

Develop along term
plan with me, not just
a short term plan

Recognise where |
live and what’s
actually possible

Don’t push me into
work when it’s against
my best interests
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“Yes, it would be beneficial. It would help. | guess in
saying that, | mentioned earlier that there’s two
things in life you need to have that are stable, your
house and your employment. Your employment is
the core to get everything else. I've got to find a
place soon. | literally — I'm supposed to have moved
out next week but that’s not going to happen. So |
need to move now, so for the moment that’'s my
number one priority. But yes, sitting down and
planning a job would be beneficial. If there was
somebody that can sit there and talk to you about it
and just guide you through it and actually genuinely
cared, if it's not target-driven like these things, that
would make a massive difference."

Job Seeker MJ0O1

on and evaluation of jobagii
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services attractive for employers? LlAEIee

DESIGN
CHALLENGE

4 How might we make employment

‘ AWVRERET | o=
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[What would make the job agencies more attractive to
use to you?]

“That they have a good understanding of our industry,
better than what we do so that they're really able to
understand the business needs, and find a suitable
candidate...

Or they’ve got the time to come in and get to know your
business and what you do... has a good look at how you
run things. Physically comes here and has a look,
meets you, goes out and sees the sorts of things you're
doing, the sort of welding that we do so that they're
really across the sort of candidate. They know the
team, they know how we do things here...”

Employer AEO6

¥ L
v %

o “ 1
A

b T ~’:£,',
ﬁ;fl-""\',_ :
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What did we test?

We sought to understand what
would make jobactive attractive to
employers and encourage them to
hire disadvantaged job seekers.

We tested what service propositions
would be most attractive to employers;
what perceived risks would need to be
managed to make disadvantaged job
seekers more attractive candidates;
and how to best manage these
perceived risks.

Policy options that informed our
research:

Incentives for businesses to hire
disadvantaged job seekers.

* The types of assistance and
interventions to make job seekers
more job ready.

Better matching job seekers to
potential jobs.
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5 Ik

Recruiting new employees can be time
g ploy #Sdéad 1" Whatour employers are saying...

consuming and frustrating, leading

employers to recruit the safest bet and

use reliable recruitment channels. “Getting a lot of resumes is one thing, but

getting a lot of good resumes is another
thing. You can get 100 resumes, but you
Effective job matching and a ready supply only get 10 or 20 good. So I've found a lot
of job ready candidates are strong selling of people applying for the last welder job,

Regarding agencies: “They promise
everything and never deliver.”

Employer MEQ7

trailer-making job, they just talked about

points for employers hospitality, and they were just sending

them direct to me... which is great, but “But it’s not to say that we get someone
that's not suited for here.” that we find with the right attitude and we
Key insights Employer AE02 think they’re going to’be a good you kqow
candlemaker, we’'ll give them the training
. . and whatever they need to do that task. If
e Recruitment can be a frustrating process for employers, we see a future in them we’ll invest in
especially when they receive a large volume of job applications them, there’s no doubt about that at all.”
that don’t meet the skills and qualifications they need in new “Il need try and get good staff, but
employees. even that seems to be a hard thing Employer MEO3

. . these days”
e Hiring from employment services needs to reduce the current v

time and energy spent in recruiting new staff. A pool of job ready Employer MEOS
candidates was an attractive proposition, as it reduces the time
involved in the recruitment cycle, and reduces the risk if a new

recruit doesn’t work out.

e Any additional support or services attached to hiring a job seeker @ Accurately refer job candidates with genuine interest,

need to be delivered in a way that doesn’t require employers to the right attitude and who could do the jOb
jump through administrative hoops. Red tape and administrative

burden are a strong deterrent for employers.

Save me time and Don’t over promise Do as much admin
energy and underdeliver for me as you can
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Employers value service relationships
where the individual needs of their

business are understood, and what’s on
offer fits within what they are able to do.

Target the specific type of employer and
their recruitment circumstances, not the
industry sector

Key insights

e Don't just target employers with low skill requirements and send
through candidates regardless of their suitability. Employers’
willingness to take job seekers varies not by the industry sector,
but by the employer’s needs during that recruitment round and
within their business set-up. This can vary business to business
in the same industry sector.

e Each employer cares most about successfully running their
business and that means hiring the best candidates that appear
to meet their needs. The primary reasons for judging a candidate
to be the best candidate can vary.

oc
o

-

“Providers need to understand our
business and the nature of the work we
do. They have access to the people we
need and should be able to provide the
right people.”

Employer SE04

“The screening process, they just seem to
send whoever they've got... There’s no
way they’re going to be able to do the job
they’re being sent to and it’s just a waste
of everyone’s time. The candidate gets
excited, gets ready, spends their time
going to an interview that they’re not
suited for or have no interest in. We waste
time interviewing.”

Employer AE05

I What our employers are saying...

“No offence but there is nothing worse
than someone who comes in from outside
and tries to tell you about your business.”
“They just don’t know the business. The
flies the dust, the mud, the rain.”

Employer TEO1

“I was using a number of contacts and
then this person actually seemed to
always be able to understand the brief
so we've developed a closer
relationship.”

Employer MEO7

e Employers who have previously had bad experiences with
jobactive candidates, and no longer engage with employment
services, need to see that this model will be different and offer
better servicing.

e In the case that employers have had a bad experience, there
needs to be assurance that it won’t happen again. There needs
to be effective employer relationship management to rebuild the
relationship in order for them to want to re-engage.

@ Design a system that can engage the most effective
NN employers for higher-need job candidates

Prove that you know
the type of people
I’'m looking for

Tailor support so that
it works with my
existing business

processes job

Don’t send me
someone who
clearly can’t do the
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Employers seek ways to improve the
chance of making a good investment when

hiring staff and are concerned about
losing time dealing with poor attitudes

Design supports and incentives that
address perceived risks and reduce
potential non-financial costs

Key insights

e Risk is a big factor in understanding why some employers

choose not to engage with employment services. Stigma is
experienced system wide, with some employers fearing that if
they hire through jobactive the candidate will not meet their
business needs because of poor attitude and barriers keeping
them from regularly showing up to work.

Employers will reject the extra support and subsidies on offer, in
order to hire the best candidate on offer. This is one way to de-
risk financial and time costs to the business during recruitment.

There is a risk that employers, who might find the new model
appealing because of the job matching capabilities, will not
engage because of the strong identity of ‘jobactive’ and previous
bad experiences. There is a risk employers might not realise that
the future employment services system will service their needs
more effectively.

oc
o

-

“It wouldn’t probably change my
decision to bring someone in,
because | would either think that
they were going to be a good fit
for the role and the culture or not”

Employer MEO4

“Why haven’t you been able to find
a job. Long term unemployed.
You've gotta ask why. There have
got to be issues there..”

Employer TWEO4

I What our employers are saying...

“That goes back to what | might have
done 15 years ago, taken a risk with
someone, but probably not now. I'm over it

Employer AEO1

“We've put in place various mechanisms
to ensure that the people who work with
us, we’re happy with. For instance we
have the probationary period, we also now
have in place where we wouldn’t give
people a permanent contract straight up..”

Employer MEO8

Directly reduce the risk of hiring the wrong candidate
and reduce the time it takes to work at full

productivity

Send me people with
the right attitude,
who want to stick

around

Provide backup
options, in case
something goes wrong

Be upfront about
anything that might be
an issue or different to

what | expect
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“It doesn’t matter the industry, our roles are getting
more and more diverse, okay? So an electrician
just doesn’t put power points in and lights in, an
electrician does a whole lot of other things... 20
years ago there was a — all these very defined
lines of what someone’s job — where it started and
whether it’s finished and now it's just a whole lot of
grey, there’s not a lot of black and white, but
there’s just a whole lot of different shades of grey
so — and that’s, you know, that's something that
we've all got to consider, but some people just like
having a very, very defined role.

Okay and if they’re good at that role that’s okay but
that’s all you're going to do.”

Job Seeker WAJO2
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user experience?
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“Things have changed lately so much. | think Centrelink tried to
give the job providers you know the capabilities of going, ‘Hey take
us seriously or this is it.” But | think then they've given too much
power you know?

Because I've spoken to two Centrelink representatives for both
medical certificates and they told me it was ridiculous that | needed
to provide a medical certificate for three days, you know when I'm
asking to reschedule. ... the guy he actually gave me a number to
complain with and he said ‘You know that’s not okay that they're
abusing you or that you feel like you're not even getting your needs
met at all’. He said ‘That's just not fair. If they are suspending your
payments all the time because of this then that's not what they're
supposed to be doing.”

Job Seeker BJO7
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About this section

This section describes the changed experience of users in the future
from the perspective of job seekers, employers and providers.

-
? o

What we explored with job seekers:

/ How will the future experience change for
our job seekers?

/ What are the key changes in the labour
market support system?

/ What are the outstanding risks, issues
and questions that need to be resolved?

/ What did we hear when testing elements
of the system?

T

ol
o/
Addad | »

What we explored with employers:

/ What do employers do when recruiting
now?

/ What is important to them when they are
looking for new people?

/ How could the future labour market
support system meet their needs?

/ What are the risks of the proposed
changes?

| 9

What we explored with providers:

/ What does the proposed model mean
for providers?

/ How could it shift their behaviours,
business processes and systems?

/ How can the Department design a
new administrative system that
accounts for actual provider
behaviours?

Department of Jobs and Small Business
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Understanding the needs and experience of job seekers

The experience and needs of
each job seeker is unique.

Their experience is based on the varied
life experience and journey that has led
to their engagement with the
employment services system.

The changes proposed as part of the
Department’s future employment
services model will also impact each
job seeker differently.

We have selected four job seeker
personas, developed in the previous
Discovery project, to illustrate how the
potential changes are likely to alter the
experience of job seekers. We used
journey maps to show their journey
through the new system.

Through this process we have identified
how their experience will likely change
and identified risks and issues posed by
the new model. We have also
highlighted some questions that still
need to be considered in the policy and
administrative arrangements.

| want to break out of

“Will I be able
to include my
volunteering in

Bao
| need help to

transition industry
hibh P

“Will someone be able
to help me work out
what industry | should

High

Stephanie
| want to build
my career

“What happens if |

my job plan?” move into?” want to talk to a real
person?”
Andrea
| want to
contribute
113 .
Am | going to get Krystal
Nathan ' tl,:almr.]ﬁ] e SITpII?]O[t » e I need to deal with life
I need help to 4 that wi aCtu_a y9,,e P Can | reflect my ﬂ events before focussing
build my capability me get a job? other life events in on finding work
my job plan?”
Low < > High
“am | Capability to find
going to be and keep work
Gordon forgotten if 'm .
Dave ’ 4 Amina:

-

“Am | going to

the cycle

get the support |

need to change
my life?”

| am disempowered
and have chronic
health issues

'c f

“Am 1 going c 9
= 2

to get the o

help I need?” E‘ %
.g &

g2

23

(R o]

= c

©

A 4
Low

streamed onto

| am working towards

- s 711
digital? my dream job and have
, no time for 9 to 5 now
“ “Am | going to
be forced into a
Brayden 9to 5 job?”

| am a little lost, |
need direction in life
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Understanding the user journeys

This page describes the elements of the journey maps. Departmental staff can use
the journey maps to identify areas that could be improved and test policy settings.

We have explored the current and future experience of four personas:

Stephanie — | want to build my career

Bao — | need help to transition industry
Brayden — | am a little lost, | need direction in life Experience framework Design insights
Dave — | want to break out of the cycle

The journey tracks the user’s Connections to design
. . . interactions as they engage insights (detailed later
For each persona we have included the journey map created during with employment service in this report) are
the Discovery phase exploring their current experience under Journey context providers and other highlighted through the
jobactive, as well as a future journey map representing current government services. journey maps.

thinking about their experience with the future policy changes. of the users journey.

The high level context

Other service
interactions

Where users interact
with other
Government and
community services.

Journey Map of Experience Under jobactive Journey Map of Future Experience

Changes in the future Risks, issues and questions

The key changes in the user’s There are several risks, issues and questions
journey as they interact with that need to be resolved in the policy and

the service system is detailed administrative arrangements. These are

in the teal bar. outlined at the bottom of the page.

Quotes

Direct quotes from the
user interviews highlight
elements of the user
experience.
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BUILDING A CAREER

Stephanie’s lived experience

Stephanie’s journey
Stephanie gets divorced and takes
sole custody of her three children.

Her youngest child is turning six
soon.

She volunteers at school, often
helping with excursions and in the
school canteen.

She starts looking for work in her
previous (professional) field.

= She gets an unexpected call to
explain that she will need to start
looking for work.

Volunteering Call from Centrelink, Attends appointment Loqks for
; . . professional work
at school youngest child turns six with ESP online
m m 7o\ N\
1}
C! Worried @ Resolute C‘) Demotivated
@ ! appreciate the financial @ !did notknow or consider that | @ |don’t place much importance on @ |don’t know what employers
support from the government. would need to start looking for work the call from Centrelink (JSCI). are looking for.
S0 soon. ) . . o
@® | getasense of purpose | choose the provider that is ® | find that the training is too
working with my community. @ [need to find extra support to look closest to me. basic and is a waste of time.
) . after the children. .
| value the time | spend with I have to come into the
my family. I’'m unsure how the world of work has provider to apply for jobs, | can
changed while I've been out of work. do this from home.
Centrelink interaction
Centrelink interaction e ESP interaction e ESP interaction
Community interaction [oTTTTTTTTTmmTTm Ty
oSS mmmmmmmmmmmmmmmmmmmmemeeos ! i It doesn’t motivate you and it’s like i
----------------------------------- ' T ; i H ! you're a performing seal really. !
L ] ! /'th/nk tha't was my blggest thing 1 " “It feels impersonal in a way. It's i };/ ’ p l gkf ff};7 :
--=~ “l know what | want to do, I've : | with applying for work is that I'd | S hef dhie i o i You're made to look for stuff that !
. . . . . ' i . i . just ‘this is the system and this is H iah h he skill !
*~, justgotto do it, and it's taking . I been out of work so long | didn’t H i what you have to do’...” 1 youmig tnoteven have the skills i
i it’s time to get there.” _.--' have references.” ] i _.-* orthe background to do. You're l
: : S ! { Job Seeker BJO8 < just forced to send out resumes.” i
' Job Seeker MJ0O3 : “y Job Seeker AJ04 i * N i
e G I Job Seeker BJO1 i
b e 1
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What motivates me

| want to find work that builds my
career. | want to provide for my
family, both now and into the future.
Finding a good job is an investment
in myself and my family.

Applying for many

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive

My expectations

| expect support to find work and
contribute to the economy, The
Employment Service Provider is
there to help me get ready for work
and find work.

Submission 55 - Attachment 2

My capability to find and keep
work

| have been out of the workforce for
several years, but previously had
professional experience. | am
applying for professional positions,
with detailed job applications.

My relationship with the provider

| find that my relationship with the
provider is really transactional, they
are pleasant but | am doing
everything myself. | am not getting
the support and assistance that |
think they should provide.

What frustrates me

| want support from my provider.
They have only really put me through
a course. When | go to them for
support, they say they can’t help me
with what | need.

Gets follow up
call from ESP

jobs and going to fol_ros%klngrt fr%?rt]Searr? ?cf)feér Celebrates
interviews pp ploy her new job
< & Q T \&Y !
CD Struggling <D Frustrated
@ | 2am putting a ot of effort into @ | askthe provider for I'get an offer. | am really @ 'startinmy new role. |am
my applications and assistance and they say that _exmted, it has been a long really excited, | can provide
preparing for interviews. It’s they can’t help. Xt for my family and contribute
tough. to society.
| get no support from the
® | find it difficult to meet the 20 ® provider. | thought they were
applications because each there to help me.
one has selection criteria.
® | am also attending interviews e ESP interaction e LR

which takes up time.

1
.+ “They’re trying to put a lot of i
. Stuff on me at the moment !

\ and it’s kind of making me ]
i struggle to get through all that !
i stuff.” i
i |
1 1
i i

Job Seeker MJ06

______

“It wouldn’t have cost much, petrol

“I had complete faith to start
L+~ with. But, gradually, | felt that — |

1
i
3 i i
1 1 1
. il !
I money and accommodation for one H mean, that’s not of much use for !
X ! \ .

i night, it probably would have f:ost i S my specific case... they're pretty i
1 8350, to the government that's i| 1 good at getting you odd jobs ... 1
1 nothing — to me that cost me our 1 i f i
i ! i But the kind of work | was i
I grocery money. It was huge forme to | ! . !
_- do that. And for them to turn around | H looking fo,r* the{were not much H
(. and say, It's not employment i 1 help for, I'd say '
\ , P ” 1 1
\ related’, | was so insulted. i i Job Seeker SJO1 i
i Job Seeker AJ04 1 [ — !

1 1
"0 \ T ee pN PR ONVE NG

! e

1

-~ -, 7

\\l“\\ ~ \\," N H

“I think a lot of people have the
same expectations about
[providers] that | thought they
were going to help me find a
job, but they’re not doing that.
All they’re doing is recording

/  whether or not you've been

. looking for work.”

i Job Seeker AJO4
1

_____

C') Annoyed

I get follow up calls from my
provider asking for my

payslips.

ESP interaction

A ‘I report directly to Centrelink

f~. when | am working, | don't tell the
! provider. The provider didn’t help
i me, they just want a kickback.”
i
1
1

Job Seeker BJO2

______
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Looks for work online

My story... Volunteering at school NOHIEIEN, from Ce_ntrel_lnk, ‘. Complete Job Plan online "
youngest child turning six — o

0 Valued o Worried Mixed feelings Satisfied
Stephanie is a job seeker who:
* Has other responsibilities | appreciate the financial support from I go online and check the letter on | don’t place much importance on the online I do a MYOB course to bring my admin
apart from |°°k'_”9 for WO”_‘ the government. myGov. There is a link to a questionnaire assessment questionnaire (JSCI). skills up to date. | need to be competitive
* Has strong motivation to find . where | fill out some information about my ) ) with others applying for the same jobs.
work | get a sense of purpose working with e TS, ' | design my Job Plan. | agree to a mix of effort
Holds formal qualifications my community. i ot k or that | y '?'2 writing Iappfl_ic.a\tio_nls and gotirt1_g(;ot int(tetrviz\{vs. | usle tfhe pipalrt?etnht_’s _ontILne jobs_boa\\;,c'i1 to
. ) : ; ) ) id not know or consider that | wou ere is also financial support tied to attendin a or jobs, | do this in the evenin en
Has a decades’ experience in I value the time | spend with my ; . e § i : Sl e 2
' need to start looking for work so soon. interviews if they are interstate. my kids are in bed.
her chosen field family.
* Has a very specific career I need to find extra support to look after P | read about what support is available if | 'S | receive suggestions through the app for
goal my children. relocate for work. | also look at the options for similar vacancies.
* Holds values which align to online training.
the system I’'m unsure how the world of work has
changed while I've been out of the P | am worried that the | don’t have access to a
industry. person to help me navigate the available
support options.
Centrelink interaction 9 Design insight 1.2 P Design insight 2.3

Community interaction A Centrelink interaction .{& Online Platform interaction Q Online interaction

What is different . Notification through myGov e The Job Plan is online: e Job search activities are

in the future? rather than a phone call. * identifying the type of work she online during a time
is looking for, convenient to her.

* the job search tasks most
relevant to her, and

+ online training that will bring her
skills up to date.

Online application rather
than phone call JSCI. Suggestions are relevant and
related to her skills and

aspirations.

Stephanie can access online
training to upskill.

The online training suggested is
tailored to her skills and
preferences.

Due to her stream and online
proficiency, Stephanie does not
have access to a provider.

What are the I’ISkS, “I think you have just gotten out of Risk that Stephahle does not have “It would be good if you

issues and q uestions work or whatever has happened, let’s access to a provider face-to-fz?‘tce up could get matches with

to consider? get you into something within the first front to help plan her re-entry .|nt0 positions and courses

: three months, whether it be a course the workforce. If she doesn’t find available. | would want more
or a trial for work. By six months, it’s work for six months before she can information on how they got
Jjust three months more delayed” see a provider, her motivation and to that though”
Job Seeker MGJ06 engagement could have dropped off Job Seeker MGJ06
dramatically.
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive

Applying for many jobs
and going to interviews

Submission 55 - Attachment 2

Gets a job offer and
applies to relocate

Celebrates
her new job

Starts her new role

| don’t know what employers are
looking for. | never hear back when |
am not successful.

P | am putting a lot of effort into my
applications and preparing for
interviews. It's tough not knowing
where | am going wrong.

» | am focussed on looking for work and
am spending about 25 hours a week,
writing applications including
addressing selection criteria, attending
interviews and doing training.

O Design insight 3.1

.(3. Online Platform interaction

e Stephanie receives a notification
about interview techniques. She
watches a video that gives her a
few new ideas to try at her next
interview.

Risk that candid
feedback on her
approach to looking for
work is missing and
her approach is not
course corrected early.

| apply online for travel assistance to
go to an interview interstate.

' | can access a travel allowance that
helps meet some of my costs (fuel and
a hotel).

’ | also see a link to relocation
assistance. | didn’t know | could get
assistance to relocate for work.

P Design insight 3.3

.{& Online Platform interaction

Stephanie is eligible to receive
travel assistance to attend
interviews interstate.

| get an offer. | am really excited, it
has been a long journey.

| report that | have got a job offer and
apply for relocation assistance online.

.{3. Online Platform interaction

Stephanie reports that she
received an offer and allows this
information to be with
Centrelink, streamlining her
reporting.

She can apply for relocation

assistance online. The platform
sends her information that could
help her with the move.

| start in my new role. | am really
excited, | can provide for my family
and contribute to society.

b The online platform sends me
information to help me settle into
my new job.

S

Online Platform interaction

Stephanie receives a message
on tips to start a new job. She
ignores the message because
she is busy and focussed on
moving her family interstate.

Risk that Stephanie
misses available
services because she
doesn’t know about
them or see them when
she is engaging with the
online platform.

could

“There are services available
but you need to investigate,
you need to snoop around
their website. | wish they

to help you.”
Job Seeker MJ10

tell you what is available

“I prefer to be able to report
from home online, it's more
convenient and less stressful”

Job Seeker MGJO3

@

The Department matches data
(e.g. PAYG data, Centrelink
reporting) from Centrelink and
the Australian Taxation Office
(ATO) in the background.

A Online Platform interaction

Centrelink and ATO match
data in the background.
Centrelink knows that
Stephanie has found work.
She no longer needs to
provide pay slips.

This relies on data exchange
between Centrelink, ATO and
Department of Jobs and Small
Business.
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
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Bao’s experience under jobactive

TRANSITIONING

INDUSTRY

Bao’s lived experience

Bao’s journey

»= Bao has extensive work experienceina =

dying industry.

He manages to find some casual work
from friends and labour hire companies.
He stayed off Centrelink for as long as
possible but has run out of savings.

Skills are out dated

The factory is

Bao is keen to work and save for
his retirement.

He has little to no relationship with
his provider and feels that she
doesn’t understand the type of
work he does.

Savings have run out and

He prefers to report earnings directly
to Centrelink when he finds short-term
work as he feels the provider shouldn’t
get any money when he puts in all of
the effort to find himself work and she
does nothing.

Short term contract
through labour hire

. and no longer .
closing down relevant I have to go on Centrelink company
3
® & &) )
u u U \
Insecure Frustrated Hopeless
| am worried about I am no longer qualified to work on | feel embarrassed and ashamed and l I am happy to have some work and
my future and if I'll be able to new machinery. don’t want to have to rely on the be back doing something useful.
afford to retire. L Government. )
® No one will give me a go or take me @ ! am hopeful that I can build
| am unsure how my skills will on to retrain me. | feel like they @ My savings are running low and am contacts and something further may
translate into a new job. think I'm too old and can’t learn. worried about not being able to come of this.
support myself. L
@ | am optimistic about future work
opportunities .
e Centrelink interaction e Labour hire interaction
“In business, employers and such
now are so different to what they were i “That’s what I'm scared of...| think it T J look for 20 iob "
) . 20 years ago, again, due to i - ey maae me Io0K Tor £U Jobs a month -
| “From there, Adelaide markets N oo e e looking £ | would be the same, but | don't know. . ormore, | think it was. Maybe 30 jobs a
i . " { technology. So theyre looking Tor i That's my biggest fear, is coming from B . . ,
i seemed to collapse in opportunities | . ; . i month. And I'm thinking there's not 30
i . S . i someone to fit into the new scope of i where | — and going now to where | P . }
i of just ringing around and getting i ; ; ’ o . h i jobs a month in Adelaide, mate.”
i . 7 i work, that have been trained in the want to be, it's going to be hard i
- you work like you used to. i le of work.” . ’ ’ 3
- i new style of work. i Job Seeker AJO8
“. Job Seeker RVJO08 5 | Job Seeker MJO5 3
§ i Job Seeker AJO8 ‘
............................................. —— §
e 4 N Y e e e e e 'y /
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What motivates me

| really hate being on Centrelink
benefits. | like being at work and

keeping busy. | have good skills
and experience to use. | want to be
able to retire comfortably in the
next few years.

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive

My expectations

| expect to be able to find some work
that will carry me through until |
retire. My provider should be helping
me and getting my resume out there
for jobs. | shouldn’t be out of work for
long.

Submission 55 - Attachment 2

My capability to find and keep work

| have worked for a long time but my
skills are no longer relevant in my
region. | have the capability to upskill
and have managed to get a few casual
jobs.

My relationship with the provider

| find that my relationship with the
provider is transactional and that |
don’t really have a relationship with
them. | think they could be doing
more for me and that they are a bit
disorganised.

What frustrates me

| have had to tell my story to numerous
consultants at the providers as they keep
losing my file and they don’t understand
that there is no longer an industry for me
to work in. | need upskilling and they are

Provider loses

information and | have

to retell my story

Trying to
reskill

Reach out to
network for work

Report straight to
Centrelink

Rd

not helping me get this.

Focused on getting work
and being able to retire

O,

C!) Irritated

| feel aggravated that |
have to keep retelling
my story.

| don’t understand how
this can keep
happening.

e ESP interaction

i “They're so understaffed... they
" need more people... another
. reason why it's so pointless to be
there ... because they've got like
{ 50 other people they've got to
| seethat day ... you're just
| another person.”

Job Seeker TJO1

_______

®

I am trying my best to pick
up new skills that are useful.
I would like to have more

help getting new skills . It is
hard.

Education interaction

C!) Disheartened

® | prefer face
to face but nowadays
everything is online.

@® | contact friends who, in the
past, have given me work.

“And that's where | still can't get a
lot of head around in - how do |
make this person look at me and
go, yep. Look, | surely have the
different skills and abilities over
my years of experience to do
multiples of different positions and
trades and such.”

Job Seeker AJO8

‘1 go back to my old ways. |
"V ring around everyone | know.”

| Job Seeker AJO8

S=—a
______

— (o)
\&/

CD Angry

® I have no relationship with my
provider, there should be
another way to do this.

® | feel like my provider doesn’t
help me and it costs a lot to go
there.

—®
C!) Discouraged

® | need work to earn money to
be able to retire on.

@ Casual work or being out of
work isn’t going to help my
super.

e Centrelink interaction

i What relationship? | don’t have
a relationship with my provider!”

"(:\7 Job Seeker BJO2

“[l want to] increase my

“They’re just useless. They
really are useless... they are a
waste of time, really.”

™1 Job Seeker BJO4

. Superannuation by means
i of working now. So putting
{ that away.”

| Job Seeker AJO8
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Short term contract through
labour hire company

Savings have run out and
| have to go on Centrelink

Skills are out dated
and no longer relevant

The factory is
closing down

Insecure 0 Eager

| am happy to have some work and

Bao is a job seeker who:
* Has high motivation to find

| feel embarrassed and ashamed and

| am worried about I am no longer qualified to work on

work _ _ my future and if I'll be able to new machinery. don’t want to have to rely on the be back doing something useful.
* Has extensive work history afford to retire. o Government. )
in a field with limited work No one will give me a go or take me P | am hopeful that | can build contacts
+  Has limited computer P !am unsure how my skills will on to retrain me. | feel like they think | WYY savings are running low and | am and something further may come of
literacy translate into a new job. I’'m too old and can’t learn. worried about not being able to support this.
; myself.
¢« Uses Iapour hire O Design insight 3.3 4 P | am optimistic about future work
companies, word of . P> 1 go to Centrelink and apply for Newstart. opportunities.

mouth, local newspapers
and previous relationships
to find work

e Centrelink interaction e Labour hire interaction

What is different
in the future?

What are the risks, Q How might we design a Risk that the job pla}n fails to
. . system that connects with recognise a person's
Issues ?‘nd questions transitioning job seekers circumstances and doesn’t
to consider? before they become place enough importance on
unemployed? non work-first goals.
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive

My short term contract finishes. | go
back onto Newstart.

P | meet with my provider every
month for half an hour. We work
through the jobs | have applied for
and she suggests a few that | have
missed. We apply for these during
the appointment.

A ESP interaction

e Improved data capture driven
by improved Departmental
systems.

e Risk that decreasing caseloads

don’t deliver more intensive

servicing for Bao due to the lack
of a professionalised workforce

and high churn in the sector.

need intensive servicing?

How do we ensure that service
quality improves for those who

Reskilling

My provider informs me about
opportunities to reskill.

P Design insight 3.1

) My provider places me into a course
that helps me reskill. The course is a
recognised activity on my Job Plan.

P My provider also gives me advice
about similar fields | could apply for.

© Design insight 3.3

e Education interaction

Provider has better links into
available support services and
training options. Bao’s provider is
able to match him with relevant
opportunities to reskill.

Training to reskill is recorded on
Bao’s Job Plan as an activity that
helps him find work.

Q How do we ensure that
providers are better connected
with available support services
and training options?

How do we professionalise the
industry so that Bao trusts the
advice and direction of his
provider?

Submission 55 - Attachment 2

Reach out to
network for work

| prefer face to face but nowadays
everything is online. | get pushed
towards online services, which | find
irritating. | need help to apply online.

O Design insight 3.2

} | come from an era where you ring the
contacts in your little black book. |
contact friends who, in the past, have
given me work.

search. How do | report that | rang
Paul to see if he had something for
me?

r | find it laborious to report my job

Bao feels like he is forced into
the online platform

How do we ensure that Bao
has the support he needs to
accomplish more through the
online platform?

@)
@

How do we make sure that the
online platform experience
dovetails into the service he
receives from his provider?

Reporting occurs in the
background

My provider helps me with the online
platform and shows me how | can do it
on my phone.

My provider sends me some jobs that
match my skills. They all seem to be for
casual roles though and only result in a
week of work here and there.

O Design insight 3.5

Reporting of job search that | do on my
phone happens in the background.

Provider interaction

Online Platform interaction

Better matching of Bao to
available positions

Lower caseloads means that
Bao’s provider can spend
more time getting him up to
speed with online job
searching on his smartphone.

... [Bao] might need
someone to hold his
hand and go through
it 7 or 8 times”

Job Seeker TJO1

Focused on getting work
and being able to retire

I need work to earn money to be
able to retire on.

Casual work or being out of work
isn’t going to help my super.
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Brayden’s experience under jobactive

Brayden’s journey

Brayden goes to a job interview, a
prospect which makes him very
anxious.

Brayden is unsuccessful at getting

Brayden fills in his days by
applying for jobs online or in
person, and with volunteering.
Brayden’s provider helps him to

Brayden recently finished high
school and lives with his parents.
He has very little work experience
and is not sure what to do next.

DIRECTIONLESS

Brayden’s lived

experience

apply for jobs online, an activity
that he already does at home.

the job, but appreciates feedback
from the employer.

Finishing
high school

(o)

Thinking about

my future

()

Keeping busy and
looking for a job

Relationship
with provider

(&)

\

Finishing high school has been
my biggest achievement to date.

| still live with my parents, who

e Education interaction

i “It's important to contribute ... you
know, volunteering or working.
i Yeah, | enjoy life.”

Job seeker RVJ09

_____________
------
.....

\&)
Directionless

My only work experience was a short
stint in year 10 as a school
requirement.

particular industry — | don’t know what
| want to do with my life.

“l did want to go to uni, but then I'm

" not sure what to study, so I'm just

floating around at the moment.”

Job Seeker AJ10

Q)
&)

| spend my spare time playing sport
and working on my fitness.

My coach gives me advice.

| don’t really care where | work, but
it would be nice to have ajob.

e Community interaction

Content

| don’t mind my provider, we
always have a good chat.

I’'m happy to apply for 20 jobs

¢ are very supportive of me. g | haven’t decided whether | want to | v for iob i dd ® per month, as | would probably
study or find a long-term job. SIPY Welr [FL 3 @IS M) (elrte}h Ly be doing that anyway.
| get a sense of purpose from resume into local employers.
® coaching a kids soccer team ® I'mnot passionate about working in a

ESP interaction

. “So, I'd rather volunteer and apply for
“.._ Jobs that legitimately fit what | can apply
for, to save my time and the people at

| the other end’s time.”

“It's good, they provide a good

service, the people are nice and
! there’s lots of jobs available.”

Job Seeker AJ10

Job Seeker RVJ09

_______

Sea
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What motivates me

| am not really motivated at the
moment, and | am uncertain about
what | want from life. | enjoy
volunteering with a local sports
team and working on my fitness.

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive

My expectations

| expect that | will work out what |
want to do with my life soon. In the
meantime | am happy to work in any
job to make some money while |
think about my future.

Submission 55 - Attachment 2

My capability to find and keep work

| have plenty of time to look for work,
and | do spend some days handing out
resumes to local employers. | have
reasonably good soft skills and would
be capable of holding down a job.

My relationship with the provider

| like my employment consultant —
she is nice and | am happy to chat.
However, the services she provides
are not tailored to my needs and are
a waste of my time.

What frustrates me

My lack of work experience means
that finding a job is an uphill battle. |
rarely hear back from employers when
unsuccessful, and there is an attitude
held by many employers that young

Going to a job
interview

people are unreliable.

Did not get the job

0

l My provider has helped me with
interviewing techniques — hopefully
next time | will be less anxious.

@ Receiving feedback after an
unsuccessful interview will help
increase my chance of success in
the future.

ESP interaction

i “I'd love to ring up some people
{ and go, How come | didn’t get
{ an interview?’ But | know that’s
" a waste of time.”

"} Job seeker RVJ09

Looking Going to a job
for work interview
/\e ()
\&/ =/
V) Frustrated ' Worried
@ |don’t have any work experience @® 'am worried about attending job
or qualifications, so I’'m looking for interviews because | lack
low-skilled work. confidence when talking to others
@ My provider helps me to search for ¢ | rarely hear back from employers
jobs online — but | already do that after being unsuccessful.
at home.
® | don’t really know what makes a
®  Over time I've lost motivation to good employee.
look for work.
Q ESP interaction
| “Some referees, | haven't got “The most recent interview | had
i any really because I've only got ., Was great because | got a phone
| my parents and they can’t be Y call straight away to say I'd been
’ referees.” i unsuccessful.”
Job seeker AJO5 Job seeker RVJ09
TN — AN > AW NS 4
| S -.—--"/'\ J NN ‘\\", —————— SN NS \"\ _________ i~ PN D N ]

Unsure

® I’'m worried that my lack of
experience and qualifications will
make my job search more difficult

® | just don’t know what the future
holds for me. | still need to find what
I’'m passionate about.

“l was thinking that was ... one of my
.. downfalls, not having any experience,
and plus I'm getting older, so that will

{ disadvantage me along the way.”

Job seeker AJ10
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Brayden is a job seeker who:

» Just finished school

» Lives with and is dependent
on his parents

* Has no qualifications or
work experience

* Feels directionless, with no
long-term career goals

« Suffered from ADHD and
behavioural issues during
childhood

+ Experienced bullying at
high school which has
affected his confidence

* Has mild undiagnosed
depression

What is different
in the future?

What are the risks,
issues and questions
to consider?

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

Finishing high school has been
my biggest achievement to date.

| apply for Centrelink online, and am
streamed onto the online platform.

| still live with my parents, who
are very supportive of me.

My only work experience was a short
stint in year 10 as a school

requirement.

| get a sense of purpose from
coaching a kids soccer team | haven’t decided whether | want to

study or find a long-term job.

' I'm not passionate about working in
any particular industry — | don’t know
what | want to do with my life.

A Centrelink website interaction

Online application rather
than phone call JSCI.

B . There is a risk that the assessment

Just me getting out and about ,

and looking for work. Go down O tool doesn’t adequately account for
motivation levels and Brayden is

there and get on the computer
thing. Set my goals up.” placed in Stream A and serviced
online.

Job Seeker MGJ08

Q How do we design a system that
can identify when digitally serviced

job seekers require further
direction?

Keeping busy and
looking for a job

working on my fitness.
My coach gives me advice.

| apply for jobs online and drop my
resume into local employers.

| don't really care where | work, but it
would be nice to have a job.

.{3. Online Platform interaction

| spend my spare time playing sport and

“I have to get these numbers up for
that appointment. Because realistically
you start to just lose that confidence
that you know that it’s going to make
no difference. If you heard back from
someone you'd be like ‘'Oh wow!” you
know? It'd be almost like a shock.”

Job Seeker MJ02

Applying for work

| continue to search online for jobs.

| apply for as many jobs as | can find
for unskilled work.

| rarely hear back from employers

Job searching is all
done online. This
makes it easy for
Brayden to meet his job
search requirements.

There are fewer chances to
build social skills and
confidence.

Less face-to-face time reduces
Brayden’s chances to build
confidence and social skills.
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Invitation to attend job
interview

Looking for work

| don’t have any work experience or
qualifications, so | look for low-
skilled work.

I am worried about attending job
interviews because | lack confidence
when talking to others

| search for warehousing and
labouring jobs online.

| rarely hear back from employers
after being unsuccessful.

Over time I've lost motivation to look
for work.

| don’t really know what makes a
good employee.

© Design insight 2.1

Online Platform interaction

Motivation and guidance
unlikely to be addressed if
Brayden is streamed onto
online.

Fewer opportunities for
mentoring from provider or
other sources.

How can we give career
guidance and direction to
those who need it, early
on? Particularly for those
serviced online.

“It's here, it’s in my own head that
I've lost that confidence. But |
know that | can do it. | just think
we need more help to do it. There
needs to be better services...”

Job Seeker MJ02

Preparing for the job
interview

| get a notification that suggests | watch
a video on how to present well at an
interview

| watch the video to get some tips, |
notice that there is a lot more info
online than | thought. | trawl through a
few more videos.

Online Platform interaction

Online information is helpful
to provide guidance and
tips.

Did not get the job

| didn’t get the job

I'm worried that my lack of
experience and qualifications will
make my job search more difficult

P | justdon’t know what the future
holds for me. | still need to find what
I'm passionate about.

There is no provider to
help Brayden find
direction .

How can we design a
system that is flexible
enough to respond to
someone’s needs, when on
paper they look employable
and job ready?
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The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
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Dave’s experience under jobactive

LONG JOURNEY TO
VALUING AND
ENGAGING IN WORK

Dave’s lived experience

Dave’s journey

No one in Dave’s family has ever .
worked. While growing up his

father was in and out of prison.

Dave was an outsider at school,

he left at the end of year 10 and

has been on and off Centrelink

ever since.

Dave spent his 20s hanging out with
friends and occasionally doing odd
jobs. He wasn’t motivated to stay in a
job for very long.

Dave is now 32 years old, and has a
partner with three kids, including a
new baby.

In the past Dave let many people
down, he wouldn’t turn up for
appointments and would walk out
of work opportunities.

Dave is trying to turn his life
around, he wants a job, and now
needs help getting there.

Spending time with Going through Father passes Trying to Attending
friends and family the motions away re-engage appointments
T8 &) —) ©), (@)
Apathetic Self-loathing Ignored

l | value spending time with my

| don’t stay interested in

family. things, | don’t keep a job for
| .
| can do what | want with my R
4 time. ® | comply to get my
. Centrelink payment.
There’s nothing unusual
4 about living on and off
Centrelink.
Centrelink interaction : Yep, t’Ck’. tick, .t'Ck’ t'C/,(’ off
i you go. Sign this, here’s your
. . ! next appointment. Okay.”
ESP interaction
™ Job Seeker AJO8
3 I like being _unemploy ed,_but “IMy motivation] That’s hard
i the money side of it the bills f . .
i . , . ... I'll lose interest with that
i come in and you've got to o .
| pay them and [you've] got no 1 and find interest with
! ﬁw};me ” Y g { something else. So it goes
’ backwards and forwards. ”
Job seeker AJOS Job seeker HJ04
S — ) — .

s

| don’t want to waste my
life.

| want a better life for my
family.

i “The older you get the wiser

{ you get, grow out of it. Try and

i turn my life around, by having

work and goals in life... make

i my dad proud... We did have

a rough life growing up. | don’t
want that for my children.”

Job Seeker HJ04

__________

I have low self esteem, | don’t
want to bother people.

| have trouble
communicating, I’'m not good
with people.

I have trouble reading and
writing emails.

e Education system failure

i “I don't really like talking to
people about — | feel ashamed,
sort of thing, if | ask. I'm not

smart enough, sort of thing,

| and | feel like I'd get put down.
{ ... Put down, being judged,
| sort of thing.”

| Job Seeker H104

" Job seeker TJ02

______
......

My provider knows I’'m a
lost cause so they don’t
spend any time with me.

ESP interaction

i “She tries to help that

| person to go to a job. Well

{ for me, she doesn't do
| anything ...that's why it’s too
" hard sometimes.”
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What motivates me

My motivation comes and goes.
No one in my family ever had a
job, I don’t want to waste my life

like that. | want to have a car, pay
for the doctor, support a better and
more stable life for my partner and
children.

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive

My expectations

| expect to find a job | want to go to
every morning. | want my provider to
help me find a job, to call up and get
feedback for me. | know that | have
trouble communicating and have no
qualifications, | need help.

Submission 55 - Attachment 2

My capability to find and keep work

| dropped out of school at year 10, |
struggle to read, write and
communicate with people. | have low
confidence and self-esteem, | have
little initiative to do something by
myself.

Looking
for work

My relationship with the provider

My relationship with the provider is
impersonal. My provider spends 5
minutes with me signing off on my
job plan. | go to group sessions, but
I’m too shy to ask for help when |
need it.

Going to
training

Gets a Leaves
job the job
[ ]
i

My cousin found me a job.

Ashamed

I was struggling in the role —

U

l My provider helped me get

Floundering

Communication courses don’t

like th too embarrassed to ask for licenses and tickets. work, I’'m just a shy person.
I like the extra money. help. _ _ _
@ !like learning about what the | fall behind and don’t ask
@ 'was struggling to get up in workforce wants. ® questions in group sessions
the mornings to go to work. about using computers.
'ng 9 " ® Work for the Dole helped me utusing pu
® One morning | decided to just build up confidence and
not go and sleep in. teamwork, but it hasn’t helped
me get a job.
e Work for the Dole e ESP interaction
“There’s a nice Holden in “ ; ; ; “ . :
Motors, in town... that | seen. I was sort of disappointed in a | “You might give up for a month, “They always say to us, like, if
It’s like, I'm definitely owning way ... like, d/sappomteq Iet my but because you're a human " we ever get stuck or anything,
that. It's going to take a cousin down and | wasn't | being, | suppose, you'e like, *y just give them a call or drop in
while, but I'l definitely own passionate or something as | | "Yeah, | needajob, | wanta job. | ... [l don't do it] it feels like I'm
it thought | was.... but [also happy] " I'd like to get myself a car ... get | invading ... they're too busy.”
L having my own freedom.” this, get that.”
i | i Job seeker HJ04
|_Job seeker HJ04 | Job seeker HJ04 i Job seeker HJO01 |
ST - e ————
/” N‘\\ e sl e m—— ”—'— ~~\‘\
4 P Sum R ‘\\\ —J_---“' \\~\ ’.—~\~——’ _________ . P

_____
___________________

________________

! To ring around and see - do you

| Job Seeker AJO8

What frustrates me

| feel embarrassed and stupid when
asking for help. | don’'t know how | will
find a job that | want. | put in twenty
job applications, but it doesn’t get me
anywhere. | have done Work for the
Dole several times, it has never
helped me get into a job.

Waiting
for ajob

©

Down

I wish there were more jobs
advertised.

| put in my resume then never
hear anything, the provider
should get feedback for me.

Sometimes | don’t feel like
doing anything.

“Here is the phone, ring them and
see if they have any work. Well,
isn't that your position, provider?

have any positions?”
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Dave is a job seeker who:

* Islong term unemployed

* Has no qualifications

»  Wants to change his life,
but struggles with initiative

* In the past has been
disengaged and not
motivated to find work

What is different
in the future?

What are the risks,
issues and questions
to consider?

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive
Submission 55 - Attachment 2

Spending time with
friends and family

| value spending time with
my family.

| can do what | want with my
time.

There’s nothing unusual
about living on and off
Centrelink.

Centrelink interaction

Going through
the motions

| don't stay interested in
things, | don’t keep a job for
very long.

I comply to get my Centrelink
payment.

| have never really worked
before, | don’t know what will
help me find a job.

Community interaction @ Centrelink interaction

| don’t want to waste my life.

| want a better life for my family.

At my next appointment | talk to
my provider and we review my Job
Plan.

© Design insight 3.3

e The Job Plan is online:
« identifying the type of
work he is looking for,
« the job search tasks most
relevant to him, and
« training that will give him
new skills

How can we build a system
that senses when a job
seeker’s motivation has
changed and make the most
of the window?

I have low self esteem and trouble
communicating with people, I'm not
good with people.

P | have trouble reading and writing
emails.

P My provider sends me on a course
to improve my communication and
email skills.

' My provider puts me in contact with
a counsellor to work on my self-
esteem.

P Design insight 3.3

.{& Training interaction

The training suggested is
tailored to his needs and
current skill level.

Counselling is offered to
help with Dave’s self-
esteem

6 Attending appointment

Ignored

| feel like | am a lost cause but
my provider has arranged
longer appointments to help me
gain direction.

P [ continue to attend counselling.

© Design insight 2.1

Job search activities
suspended until my
counsellor thinks | am ready

Training suggestions are
relevant and related to his
skills and aspirations.

"l went to see a psychiatrist for
about four weeks, five weeks. ... It
helped, gave me a bit more
confidence, happier. Bit more
motivation to do well, to improve
my life and get better.”

Job Seeker SJ08




My cousin found me a job.

| like the extra money.

The appropriateness and effectiveness of the objectives, design, implementation and evaluation of jobactive

Thinks about leaving
the job

| am struggling in the role and too
embarrassed to ask for help.

' | am struggling to get up in the
mornings to go to work.

My provider rings me one morning
to discuss how | am going and if
there is a way they can help.

O Design insight 1.3

.{& Provider interaction

Dave’s is relieved that his
provider offers help without
him having to ask for it

How do we ensure that
Q post-placement support

can sense when new

starters need help and

provide assistance
before they leave a job?

Submission 55 - Attachment 2

Looking for help

My provider contacts my employer
for me and convinces them to give
me a second chance.

| sit down with my provider and my
employer and put a plan in place to
help me transition and stay in full
time employment.

O Design insight 4.1

.{3. Provider interaction

Dave is happy for his
provider to talk to his
employer on his behalf.

His provider helps him stay
in work after almost giving

up.

Going to
mentoring

My provider sets me up with a
mentor who will help me work on
my self-esteem and motivation.

O Design insight 3.4

.{3. Support service interaction

e Dave is glad that there is

mentoring to help him with his
self-esteem.

How does the mentoring

Q program work? Does the mentor

come from the provider? From
another job seeker who is now
in work? From someone in the
industry? Do they get paid? Is it
voluntary? Is it face-to-face or
online?

I am still struggling with work
but | have ongoing mentoring
and calls from my provider to
help.

A Provider interaction

Mentoring helps Dave
stay in employment.

“It would be good if we could
bring Tony Robbins in to do a
pep talk with each job seeker”
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Understanding the needs and experience of employers

The experience and needs of High

every employer are different. T+ 6

Th(_aw experience dlrectly affects their Kingstons:
willingness to engage with ‘ A large organisation

employment services when recruiting driven by inclusive policy

£K) H
Will your “How do I access the
staff. service just
Lava Java: ] post placement
The Department’s future employment Hfigh Socéa' CO“SCie_[?CE‘ be more support | need to retain
. . . ocussed on recruiting . a
services model will potentially have a from local community t_r?uble tha’l a disadvantaged job
significant impact on how employers it's worth? seeker?”
engage with the services.
We have selected all four employer
personas, developed in the previous
Discovery project, to illustrate how the
proposed changes might affect an Job Fit (technical skills) requirements
employer’s likelihood of engaging with Rigid 4 ) Flexible

the service and their experience once
engaged. We have used journey maps
to show how the future services model
could meet the needs of employers
from recruitment to retention of staff.

(111 H
How will you make Meat Absolute:
sure job seekers High turnover of low

111
Can | access are up to thejob?” ‘ skilled workers

the service on h
2 U

my own terms?”

Trans Inc Manufacturing:
Clearly defined candidate skill
requirements

Willingness to invest in
person’s soft skill development

Low

Department of Jobs and Small Business | User-centred design | March-July 2018 [official use only] 62
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Need to recruit

Meat Absolute is an
employer who:

v Has high turnover of staff due to
the nature of work.

v Prefers to hire for the right
attitude.

v Is willing to train new people.

Drivers to engage:

* High turnover of lower-skilled staff
means that | am often recruiting
and looking for many channels to
recruit through.

+ Extra mentoring and support
could help with my retention
issues.

Drivers not to engage:

* When it takes more effort to
engage with jobactive than other
channels, due to the number of
poor candidates being sent
through.

* Labour hire offers a more
attractive and all-inclusive
service, including handling paper
work and insurance, and they
have back-ups if an employee
falls through or doesn’t work out.

What | do now...

What’s important to me...

o
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Meat Absolute’s experience

the job advertisement. | also post
the job on gumtree.

p | also search my local area to see if
there are any suitable candidates.

L | am interested in someone who
is motivated and engaged.

P | want someone who
demonstrates the soft skills
required for this job.

P The ability to search for
candidates in my local area.

e The employment platform provides
access to a pool of suitable
candidates from the local area that
| can search through.

Because the platform has broad
reach there is a risk that more
people without the correct skills
apply for our vacancy.

| access my Seek profile and upload

| login to Seek and shortlist the
applications against my checklist. | am
looking for applicants with skills that
meet the job role.

| wish this was easier and less time
consuming. Too many candidates
apply that don’t have the right skills or
interest in the job. | throw away 80% of
applications.

| conduct interviews with some good
applicants and call their referees.

| call the successful candidate.

| want tools that will help me save
time in the shortlisting process. It
takes too long sorting out applications
that don’t meet the required skill set
for the job.

e The employment platform offers a

shortlisting function that helps me
shortlist candidates, saving me
time.

Automatic emails can be sent to
unsuccessful applicants. | can
tailor feedback if it is requested by
the applicant.

| already have a standard
induction process for new
employees.

p 1 would be interested in the
employee receiving additional
assistance if it's available.

P | am relieved that the employee
receives funding to help them
buy their uniform.

L | want the candidate to be honest
and up front about any barriers.

P | want supports to be delivered in
an efficient way. | don’t have time
to do onerous administration for
new employees.

e | can access financial assistance

to help with my onboarding costs.
| can use this to cover the costs
of initial on-the-job training.

b

>

. a—" ——a—

After two months on the job | use
financial assistance to organise
forklift training for my new
employee. They continue to gain
experience and learn on the job.

| am happy the employee is
continuing to come to work on time
with the right attitude.

| want fit for purpose support for the
candidate to help them continue in
the role.

| want financial assistance options
that meet my business needs.

| can call a hotline for additional
support for eligible new
employees.

| can access financial assistance to
help pay for licensing (such as
forklift licensing).
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Trans Inc. Manufacturing’s (TIM) experience

Ot et a—— a—_ a——

TIMis an employer who:

v Is a small business operating in
one regional location.

v Has a very niche business with
a high level of employee
capability requirements.

v Has a very strong culture and
high retention rate.

v Does not recruit very often and
is very selective when
recruiting.

Drivers to engage:

* Qualified candidates properly
matched to the listed vacancy.

» Wider pool of qualified candidates.

* Visibility of candidate qualifications
on a platform that | can pull from.

Drivers not to engage:

» Poor quality matches from
previous engagements with
jobactive.

* Previous traineeship programs
with high drop-out rates.

 Impression of job seekers being
‘dole bludgers’.

What | do now...

What’s important to me...
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| advertise the position on Seek and

Facebook.

| also advertise in the local

L Matching people with the right
skillset.

P We have a very strong culture
and the success of the
business driven by harmony in
the workplace.

e Better matching of skilled
candidates to my vacancies.

newspaper to attract local candidates.

| start the process of shortlisting
applications. | save all of the
resumes to a folder, print them out
and sort them into piles.

P 90% of the resumes are dismissed
because they don’t have the right
skills or interest in the job.

P | conduct interviews with the few
applicants that match the vacancy.
| also call their referees.

| work with the operations manager
to identify the successful
candidate.

Operating in a regional area has
meant that finding people in the local
area with the required skill sets can
be challenging, it would be great if we
could access a larger pool of qualified
candidates.

e Visibility of candidate
qualifications. | can check online
and see if there are candidates
looking for working that have the
right skillsets.

| can access a wider pool of
qualified candidates in my local
area.

| already have a standard
induction process for new staff
members.

P Part of the onboarding process is

about skills fit, but a large portion
is about team and cultural fit. We
bring new starters in as casual
workers, so that we can make
sure they fit with the other
members of the team before we
look at moving them to full time.

| want a streamlined approach. In
the past there has been too much
red tape and administrative
burden to bother claiming wage
subsidies.

° | wouldn’t use employment

services for onboarding, | have
my own approach.

L I regularly check in with new
employees to make sure that they
are settling in.

L | like to manage issues myself. Even
if someone has come from jobactive,
it's my responsibility as a manager to
make sure that we resolve issues
and manage underperformance if it
occurs.

| wouldn’t use employment
services for retention, it's my role
as an employer to assist my
employees and manage
underperformance.
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Lava Java’s experience

Need to recruit

Lava Javais an employer

I manage all of our recruitment with

| collate all of the resumes that |

S

| start everyone off as casual

e a—— a—a—

| try and be upfront and say “If

s input from my 2IC. | put ads on Seek, receive and shortlist them with my 2IC. because our business has you ‘ve got things to deal with, let
who: g Gumtree and sometimes in the local We work through the pile and set up natural peaks and troughs. | am me know, we can work through it
, [e) paper. interviews with the most promising upfront with new starters. Having and | can roster someone on to
- . S /
Icsofljneni.\ljlll])i/tlnvolved in the local = D We are situated on a pretty busy candidates. aggasél);nc;::aé\ivrglifg&c? :15225 \(,:V%V:[’rsyr?: b:rt]ilnha}‘ve to know
v 1s willin tz.take on peole with 3 street, so | ?Iso put out a sandwich P | run the interviews together with my g 9 ' ppening.
barri 9 K peop = board Wlth" Vac.:a”C'es — Apply at 2IC and if there are a few candidates > | make sure that everyone gets P I'm disappointed when employees
arriers to WOrk. ) Lava Java’ on it. that we think will fit our tight-knit enough work to get by during the that | have invested in let me down
v Invests considerable effort into D 1 also have connections with local business we will offer them a trial. slower times, but | know it can and stop coming to work,
her employees and sees them Community groups and sometimes get tOUgh. particularly if | have had that chat to
s “family’. they will suggest someone that they them before.
know who is looking for work.
Drivers to engage: : L | use local connections to recruit L | don’t mind if new employees do not L | like to train up new starters on L | want my employees to confide in
- . . . °E’ employees, such as community have experience in the field as long the job. | try to pair them up with a me so | can help them with any
* Willing to give people with barriers = groups and local newspapers. as their attitude is aligned to the buddy who can show them the issues as they arise.
to work a chance. = ; business. ropes. :
. . c P | am close to my community and P | expect my employees to be reliable
* Invested in the local community. £ believe in giving people a go so | P We can build their technical skills and trustworthy, have a good attitude
8_ am willing to hire someone with in time. and some personal/social skills.
£ personal issues but they would
o need to have a good attitude and
= some personal/social skills.
Drivers not to engage: é
» Don’'t know about the program.

» Experience with new employees
leaving, rather than seeking help
to deal with personal issues.
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6 Localised marketing of the new
employment services program
cuts through to me.

Providers build a relationship with
me through their business liaison
officer. They get to know my
business and what | need.

| work with a provider to set up a
trial program with their work-ready
candidates. The provider works
with me and the candidates
coming through to figure out
support options upfront.

Some of the candidates who
looked good on paper were not
motivated. It is difficult to filter for
motivation and attitude early in the
process.

The provider can help me with
initial training, as well as help out
with the basics — attire, transport,
etc.

When issues arise, the provider
can work with the me to provide
support and mentoring to new
employees so that they can stay in
the job.
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Kingstons’ experience

Need to recruit @ Shortlisting Onboarding

L Our HR department has well-

L Our approach to shortlisting depends We have standard practices for Historically, people coming from

Ki ngSton IS anem poner s established formal recruitment on the position, but generally we have orientation and onboarding. jobactive are less reliable and need
who: g processes. a selection panel that shortlists and We are willing to invest substantial support during the first few months
o . . interviews candidates. L of work.
v Has a large workforce operating in a 5 P Weusea vgrlety of chann_els to rec.run ' _ training in new starters. We value o
diverse range of positions including % for new posﬂlqns, depen'dlng on which P Sucgessful cqndldate_s are then given standard approgghes and our } We offer an ex'tenswe inhouse
retail, sales, logistics and corporate 8 part of the business the job is in. a paldhwork ftfn'al and if thley dp.well we z;pproach to trgmmg helps us ensure EEnA;goyse ASS|s|tan|(?E Prograr;] "
support roles. = We use online advertising such as start them off in a casual position. that ogrtgpera:lons are consistent Eh ) _Lét WE also li ttehto V\r/10r witl
v' Want all their recruitment activities to P Seek and Adzuna, our company p We expect all of our employees to be around the nation. ? Fi)rl(')vr: Zr (Iacte.iuseh. ey’that\r/1e an
align with their corporate values. website and have local and regional customer-focussed so we screen for es al Ished refationship with the
v" Works on Government contracts that arrangements with jobactive providers. this at the recruitment stage. employee.
come with social procurement . . B ) ) .
) . . The jobactive program is a small slice The jobactive program helps us meet
requirements around diversity . - .
quotas of our overall recruitment strategy. our diversity quotas.
v Is regularly recruiting staff and is
flexible around meeting their needs.
: We need a diverse pool of candidates We are happy to help people who L We are supportive of people from L We aim to be flexible and have
CE, to help meet our diversity quotas. come from jobactive and aim to different backgrounds and those various programs in place to support
Drivers to engage: S P We establish communication create sustainable long term positions with barriers, it would be great to the needs of our employees.
= : P that fit within our workforce plan. have support that helps them settle
- .
+ We like that employment services are a c fra_mewo_rks and_ regional coordination into a new routine. P We want ongoing support to help
. (] points with providers so that we can jobactive candidates remain in work
free option. That helps us because we t : - A
recruit frequently g move fast when we need candidates. when challenges arise. We want this
W + tardet d 4 coordinated £ P We want providers to collaborate with support to dovetail with our EAP.
& want targete a,n coordinate » each other to help fill vacancies when
engagement that aligns to our values and = we are doing bulk recruitment rounds.
goals. é We only work with providers who are
» We want to grow a diverse workforce that in sync with our initiatives.
is representative of the communities that
we operate within.

We receive targeted engagement We can access a wider pool of We meet with the provider and Ongoing support that helps
from providers that are aligned with candidates in the local area. job seeker at the start to talk jobactive candidates stick with

Drivers not to engage:
9ag our values and goals. through possible support options. work when issues arise.

Providers that don’t understand our
business or our corporate values. Better matching of candidates to the Access to mentoring programs Providers work in concert with
various roles we have in our that help jobactive candidates other existing programs such as
business. settle into work and overcome the our Employment Assistance

first few crucial weeks. Program.

Providers who do not collaborate to help
us meet our contractual employment
targets.

Lack of consultation from Government.

Providers spamming us as they
compete to try to get a foot in the door.
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“Everyone came back to the office shell-
shocked [after Targeted Compliance

Framework training] saying ‘when will we
get time to put people into jobs?’ ... 70%

“Sometimes it takes a lot of time ...
there are other needs that need to
be dealt with first ... to get them to a
place [psychologically] where they

“We set common goals for what we want
to get out of the sessions... for those who
don’t know what they want to do, it can be

ld A

We spoke with several employment
service providers

This included speaking to different roles
within each provider, such as branch
managers, employment vacancy officers
and career consultants who directly
engage with job seekers.

There are many service providers that go
above and beyond to help job seekers, not
only with their employment, but also
connecting them with relevant social
services to get their lives back on track.

In many instances however, there is
insufficient training for providers and they
may not feel confident to deliver service in
high needs cases. This could also be due
to the high turnover rate within the
industry.

When we tested some of the concept
policy options for the future employment
services model with the providers, they
responded that they delivered many of
those services already.

How do we influence genuine change
across the sector, when much of the
quality of servicing is a result of
organisational and individual
behaviours, skill and culture?

can feel presentable.”

“Job seekers aren’t educated
enough in what is expected of
them, they don't find out about
a change [e.g. compliance
requirements] until their next
appointment.”

“We don't have the training to
know when to refer someone.”

Support our
passionate staff
members to influence
our culture

of our time is taken up in processes.”

a bit more of a process, to draw it out and
transfer those goals into things which are

“It’s very interesting that
my role is similar to real-
estate. In real-estate
you have to have
listings.. The listings in
my role are the
vacancies.”

“I need time to go out
and do reverse
marketing, on site face
to face.”

Give me time to
change our business
processes and
systems

practical and make sense to them.”

“'m here to recommend the
people we have got.
There’s no obligation for
them to take my employee
but I let them know we’re
here to support them.”

“[Introduction of the
Targeted Compliance
Framework] It happened
really quick ... nobody
knows how it will work.”

Explain how my job
will change and give
me time to learn

“Is coordination of
services almost
overstepping the mark
for what we should be
doing?”

“There should be a separate
individual compliance officer at
each site ... job seekers
shouldn’t be seen by their own
employment consultant for
compliance checks.”

Train me so that | can

correctly and
confidently handle
higher-needs cases

Department of Jobs and Small Business

| User-centred design | March-July 2018

[official use only]
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How might the provider experience change?

What are the shifts needed to deliver the desired future?

How might the future model change
the role of providers?

The proposed policy model could facilitate a

transformative shift in the employment service
sector.

Significant changes that will providers include:

Greater connectivity and coordination with
external service providers and
intermediaries

More intensive case management of
disadvantaged job seekers

Reduction in highly job ready candidates
from caseload

More intensive and productive
engagements with job seekers

What is the current experience? What is the future experience?

The boundaries of the provider’s role can be A cultural shift across providers that facilitates a
unclear. Some providers distance themselves transformation of the provider role: ‘My role is to
from a social work approach to addressing > connect people into support services and execute a
barriers - ‘My role is only to get people into a job’. long-term plan to get people into work’.

Connections to support services are ad hoc and

based on personal relationships. Some providers > Systematic connections between providers and local
have developed in-house capability to deliver support services, with smooth handover processes.
additional social support.

A more professionalised provider workforce, including
> training staff around social support and enhanced
services.

Training for providers focuses on business
processes and Department policies.

Policy changes are accompanied by fear and
uncertainty, with limited time to translate them to
internal processes before they need to be

I Adequate time for training for providers in managing
the complexities of the new model.

* Increased connection to digital system and enforced.
self-sufficiency of job seekers (online = — od byl sed administrati . d a diaital
reporting and automated compliance Provider workloads are accompanie y large D Revised administrative requwements and a |g|ta

measures, etc.)
Increased expectation of service quality

More direction and choice driven by
personalised job seeker choices

Overall, providers may face a more difficult
caseload, and the Department will have
stronger expectations of them in return for
increased resourcing.

and complicated administrative processes,
limiting time available to spend with job seekers.

system that connects to provider systems and is
streamlined to reduce manual reporting.

Poor connection to other government systems,
especially Centrelink (DHS).

Better connection between government systems and
providers.

How my sector could transform ...

More collaboration
between providers and the
Department could foster
innovation and streamlined
strategic partnerships and
servicing.

If provider business
models and behaviours
don’t change the service
delivery may not
significantly change under
the new policy model.

The entry of smaller,
more specialised
providers could
significantly shift the
way that job seekers
are serviced.

Without extra training
and upskilling of the
industry, providers may
be poorly equipped to
deliver enhanced
servicing.
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Zooming out: Survey insights

We tested some of the qualitative insights further through a survey. 252 job seekers completed the survey, which is not a representative
sample of the job seeker population in Australia. It does, however, provide some further support for the insights that emerged from our
fieldwork, raises a number of additional questions, and suggests avenues for further research and testing.

Zoom Out 1: What are job seekers values? Zoom Out 2: What are job seekers work values?

Horizontal Individualism We were keen to further explore what is important to our job

seekers when it comes down to work: What are they looking for
in a job? What criteria are important in their decision to apply

Connecting to job seekers values can enhance internal
motivation (see also zoom out 4). Values and motivations
can be characterized in terms of cultural orientation:

1. I'd rather depend on myself than others
2. | rely on myself most of the time, | rarely

rely on others

3. 1often do my own thing for a particular job? The table bellow presents the ranking
] — _ — _ 4. My personal identity, independent of across all survey participants.
Vertical Collectivism Horizontal Individualism others, is very important to me
Maintaining and protecting in-group Being distinct and separate from
status; Deference to authorities and to others; Being self-directed, self-reliant; . . . 1 Jobinterest, to do work which is interesting to you
in-groups; Conformity; Harmony Modest, not conspicuous; Expressing Vertical Individualism
uniqueness 1. Itis important for me to do my job better . .
P v 2 Job security, permanent job
. o . . . than the others
Horizontal Collectivism Vertical Individualism 2. Winning is everything
Maintaining benevolent relationships; Improving individual status via ’ AR . . .
Common goals with others; Sociability; competition; Seeking achievement, 3. Competition is the law of nature 3 Supervisor, a fair and considerate boss
Cooperation. power, prestige; Standing out ; Display 4. \C;Vth another pelt'json doez better than |
o, | get tense and arouse
of success and status 9 4 Co-workers, fellow workers who are pleasant and agreeable
Horizontal Collectivism
1. If someone gets a prize, | would feel 5  Benefits, vacation, sick leave, pension, insurance, etc
proud
Vertical o 2. The well-being of others is important to 6  Opportunity for personal growth
‘(3’\‘;'!;["’3'55"; Individualism The figure shows job 5 $1e | ) dina i "
ptE Mean= 3.7, . To me, pleasure is spending time wi .
QT seekers on average rated h P P 9 7 Pay, the amount of money you receive
collectivist and horizontal QUEE )
dimensions highest, with 4. |feel good when | cooperate with others
the lowest score for 8  Contribution to society
Horizontal Vertical vertical individualism. Vertical Collectivism
mggﬁt_lvel’sg\ In&ividgaéiim 1. Parents and children must stay together 9  Esteem, that you are valued as a person
- | (Mean=24) as much as possible
2. Itis my duty to take care of my family, .
SR WE (| TEVE (6 SEEiTiED wiER | ek 10 To be employed by a company for which you are proud to work
3. Family members should stick together,
no matter what sacrifices are required 11 Achievement in work
4. Itis important to me that | respect the
decision made by my groups
Triandis, H. C., & Gelfand, M. J. (1998). Converging measurement of horizontal and vertical 12 Job status

individualism and collectivism. Journal of Personality and Social Psychology, 74, 118-128.
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Zooming out: Survey insights

Zoom Out 3: Resilience and motivation Zoom Out 4: Behavioral interventions
We used the Brief Resilience Scale (Smith et al, 2008) to The Behavioural Insights Team has applied interventions in the UK and Singapore
explore resilience in our sample. The table below shows the designed to help people off benefits and into work. We tested a "nudge": Survey
average rating for each item on the scale. Overall, our sample participants were randomly assigned to either a Value Affirmation condition, where they
scored just below what is considered the “normal” range completed a Values Affirmation exercise (VA), or a Control condition. The VA exercise
(between 3 and 3.5 overall). There was also a significant drop involved going through a number of items at the start of the survey to encourage value
in those unemployed longer than 12 months. Higher levels of reflection. Such exercises have been shown to boost confidence, esteem and even
resilience were also correlated with a greater propensity to resilience.
disclose personal information (r=.230, p<.01) and travel further Two marginally significant effects emerged: Those assigned the value affirmation condition
to a job service provider (r=.176, p<.05) were willing to travel 10km further to attend to a job service provider with a better
reputation, and listed “esteem” higher as a work value (see Zoom Out 2). Similar trends
Brief Resilience Scale item Mean Error margin emerged across a humber of measures, suggesting Value affirmation exercises could be a
valuable tool. However, questions have been raised about how enduring the effects of
I tend to bounce back quickly after hard times. ~ 2.98 1.18 nudges are. Research increasingly suggests that lasting behavioural change (in contrast
. o to "mere" nudging) occurs when it involves social identity change and norm internalisation.
| have a hard time making it through stressful 269 134 This is more likel hen int ti bedded withi ltural and val ientati
events. y when interventions are embedded within cultural and value orientations.
It does not take me long to recover from a 283 123 .

stressful event.

Itis hard for me to snap back when something Value Affirmation Control

bad happens. 25 1.23 3 40
| usually come through difficult times with little = o . .
troub,ey g 3 115 335 (95% CI) 1. Job interest 1. Jobinterest
. k=] . .
!tend to take a long time to get over set-backs 255 13 3 10 2. Job security 2. Job security
in my life. 3
= 3. Esteem 3. Co-workers
4.0 T 25
20
Control Value affirmation
[0}
8 3.5
& (95% Cl) - . U
2 ° ®  Howlett, M. (2018). Matching policy tools and their targets: beyond nudges and utility maximisation in policy design. Policy &
K7 < Politics, 46(1), 101-124.
§ ® Mols, F., Haslam, S. A., Jetten, J., & Steffens, N. K. (2015). Why a nudge is not enough: A social identity critique of
3.0 1 governance by stealth. European Journal of Political Research, 54(1), 81-98.
® OECD (2017), Behavioral Insights and Public Policy: Lessons from Around the World, OECD Publishing, Paris.
® The Behavioural Insights Team. Update Report 2015-16.
® Vansteenkiste et al (2005). Understanding unemployed people’s job search behavior, unemployment experience and well-
3-6 months 7-12 months +12 months being. British Journal of Social Psychology,44, pp. 269-287.
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Zooming out: Survey insights

Zoom Out 5: Expectations of government and job service providers

Our qualitative research suggested that job seekers had low expectations of, and trust in government. We further
explored this in our survey by using a validated scale that measures a number of factors that can be used by

organizations to foster trust formation. A maximum score of 5 indicates perfect agreement with the statement.

| always feel confident that | can rely on government agencies to do their part
when | interact with them

I am comfortable relying on government agencies to meet their obligations

| feel fine using government services since government agencies generally fulfil
their agreements

| feel that most government agencies are good at what they do

Most government agencies do a capable job of meeting citizen needs

In general, government agencies are competent at serving citizens

Most government agencies are interested in user well-being

If a citizen required help, most government agencies would do their best to help

| feel that most government agencies would act in citizens best interest

Job service providers, as well as related government agencies, have nothing to
gain by being dishonest in their interactions with me

Job service providers, as well as related government agencies, have nothing to
gain by being incompetent

Job service providers, as well as related government agencies, have nothing to
gain by not caring about me

Job service providers are recognised for being reliable
Job service providers have a reputation for being competent

Job service providers are known for working in the citizens best interest

Li, X., Hess, T. J., & Valacich, J. S. (2008). Why do we trust new technology? A study of initial trust formation with
organizational information systems. The Journal of Strategic Information Systems, 17(1), 39-71.
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Zooming out: Survey insights

N

=

Zoom Out 6: The Job Plan

We asked our job seekers to rate their agreement with a series
of statements about job plans. These statements were insights
that emerged from our qualitative research. Our survey results
strongly reflect the qualitative findings (see bar chart below,

where a score of 5 corresponds to strong agreement). A higher

number means higher agreement with statement.
Items

Mentoring and
networking

Job search skills and
activities (interviews,

building and updating
resume, sending cv)

Caring for significant

others (parents, children,

partners)

Part time work and
volunteering

Work trials, internships
and work experience

Top 3

We also asked job seekers to create a top 3 of items they would like to
see included in job plans in the future. The table below reflects the
average ranking of the items that ended up in the top 3. Note that this is
ordinal data and the internal ranking of the top 3 must be interpreted
cautiously. A lower number means higher priority ranking.

Logistic support (cheaper
public transport, help with
paying rent, buy tools,
books, equipment)

Access to professional
services (counselling,
personal development)

Using job search engines
like Seek / Adzuna /
Indeed / Jora etc.

Obtaining additional
qualifications (University,
vocational qualification,
licensing etc)

Caring for significant others (parents, children, partners) 1.89

Obtaining additional qualifications (University, vocational qualification,... 1.9

Logistic support (cheaper public transport, help with paying rent, buy tool... 1.92
Access to professional services (counselling, personal development) 2

Job search skills and activities (interviews, building and updating resume,... 2.14

My job planis a |canchoose |have enough A job plan A job plan
standard how to develop control over  considers my considers my
compliance my job plan  developing a needs and ability to find
activity more job plan requirements. work.
than anything
else.

Work trials, internships and work experience 2.14
Using job search engines like Seek / Adzuna / Indeed / Jora etc. 2.17
Part time work and volunteering 2.19

Mentoring and networking 2.21
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Zooming out: Survey insights

Zoom Out 7: Trust and disclosure

We asked our job seekers how likely they would be to share
their personal information with a series of organisations,
ranging from DJSB to Medicare. The table below shows that
overall, our sample was very willing to share information (with 5
being the maximum score) across a number of organisations.
The figure on the right shows a significant drop in willingness to
share information for those in the 7-12 months unemployed
group.

Organization Mean Standard deviation
Centrelink 3.98 1.34
Job Service provider 3.92 1.39
EB)SEie:]Zr:Sent of Jobs and Small 407 125
Disability Employment services 4.02 1.36
A potential employer 4.04 1.29
Tax office 4.02 1.32
Social Services 3.91 1.38
Medicare 3.95 1.33

In terms of cultural orientation, there were two trends:
‘Horizontal collectivists’ appeared slightly more comfortable
disclosing information, and ‘vertical individualists’ slightly less
so (except for disclosing to the Australian Tax Office).

Due the sample size and nature of the scale, more testing
is warranted to explore these trends.

Willingness to share

38

w— Centrelink

Job Service provider
== Department of Jobs and Small Business

Disability Employment services

A potential employer
w—Tax office
= Social Services

w—Medicare

3-6 months 7-12 months. more than 12 months

Centrelink
5

4 Job Service

Medicare -
provider

Department of
Jobs and Small
Business

Social Services

Disability
Employment
services

Tax office
A potential

employer

e HOrizontal collectivist e==\/ertical Individualist

e Horizontal Individualist

Vertical Collectivist
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Zooming out: Survey insights

Zoom Out 8: Disclosure and servicing

Although our participants overall seemed willing to share personal
information, we wanted to test some of the factors that emerged from
our fieldwork in terms of reciprocal value. We asked job seekers to
prioritise three statements in terms of the extent that they could be
convinced to share their information. The table below displays the
average rank for each statement.

Zoom Out 9: Personas

In the discovery report, we characterised
personas in terms of behavioural
dimensions to provide insight into how the
user interacts with the labour market
support system. We adapted and tested
these behavioural dimensions, by

asking our respondents to what extent
they felt these statements applied to

Describes

Does not Describes me slightly Describes me extremely
describe me well moderately well Describes me very well well
25 50 75 10

I can focus exclusively on finding work.

I have no trouble finding work.

Once | have found work, | have no trouble staying in the job.
I have no problem meeting the requirements of job service providers.

I receive enough social support {from friends, family, neighbours....).

We would like to know what factors would be important in convincing you to share them @
personal information with any of these organisations. Please "click and drag " and rank the ) 1 find that job services providers are aligned with my expectations and aspirations.
following statements in order of importance, or the extent to which they could increase the L]
likelihood that you would share personal information.
| can focus
" We use your information to give you a better service. For example, if you are interested e?(CIl.'ISIVely on
in developing your computer skills, we may suggest relevant training options. f]'_ggmg work.
Your information is shared with approved third parties Approved third parties, such as
@ education or health services, housing, transportation or employment service providers, can | find that iob 80
access your information with your approval to help you find work. n atjo
services prowders 60 h t bl
® Control over your information. We will make it easy for you to control the information you are aligned with my ave no trouble
provide to us and approved third parties. expectations and 40 finding work.
aspirations.
Average rank across all participants
1. Control over your information
| receive enough Once | have found
2. We use your information to give you a better service sou_al support _(from work, | hav_e no
friends, family, trouble staying in
. L . : . neighbours....). the job.
3. Your information is shared with approved third parties. g ) J
| have no problem
meeting the
requirements of job
service providers.
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Zooming out: Survey insights

Zoom Out 10: Experiences with job service providers

We presented our survey participants with some of the experiences that emerged from our field work. We asked them to indicate to what
extent it reflected their own experiences, by asking them to “drag” three items into a box labelled “This clear describes my feelings” or “This is
opposite to my experience”. Below you can see a breakdown in percentages across the whole sample in terms of those two categories.

| am sufficiently informed about job possibilities in my region

Job services actively help retraining people for longer term employment opportunities.

Job services actively help redirecting people for longer term employment opportunities.

Job services help you find stable jobs.

| have been able to build consistent, enduring relationships with my job service provider.
| am encouraged to undertake training that ignores my experience and skills.

| have to tell my story again and again
| am encouraged to apply for jobs that take into account my experience and skills.
Job service providers are held accountable for their performance.

The longer you are the system the less support you get.

| feel my needs are listened to and understood.

Job service providers offer a variety of tailored services.

Meetings with job service providers are tick and flick exercises with no clear purpose or
value.

o
X

m This clearly describes my feelings

20% 40% 60% 80%

m This is opposite to my experience
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Next steps
Designing a solution that works through co-design

The Four Voices of Design Views on what is desirable for

society and for government
Co-design is an approach to designing that actively
engages multiple and diverse perspectives in the _ *  Department Senior
. L . Voice of Leadership
design process, designing the solution, to ensure that
the end result meets their needs. Intent

Co-design is powerful when thinking through how

poIicy intent informs administrative design Views on what is desirable for Brokers and synthesises

the user, customer, client, staff, the other voices to inform

. . . ) service providers and build the design
The four voices of design describe four perspectives that help

us to work with the complex system: the voices of intent,
experience, expertise and design. These four voices carry the
project through an end-to-end design journey. These voices
ultimately help to move design from a place of empathy to
one of execution.

Whole system
approach to
collaboration

Voice of Voice of

Experience Design

* Job seekers

These four voices include users, experts and the holders of
* Employers

the intent. It is poss@le that one person may embody more < Providers
than one of these voices, however it is recommended to have +  Department Account
separate authorities for each. The designer acts as a broker and Contract

Managers, Employment Expert Advisory Panel
Liaison Officers Voice of Department policy
. teams
Ex p ertise Expert advisors
Intermediaries

to combine these perspectives into a design dialogue that
constructs the emerging design.

Knowledge about what is possible
and viable; knowledge about
organisational capabilities, policy
options and administrative options
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Next steps

Repositioning

The insights generated can be used as a strategic decision-making tool to help amplify the value for job
seekers, employers and the broader economy while helping to minimise unintended consequences.

This will involve resetting the cultural contexts of the employment service system by building trust,
creating more realistic expectations, formulating shared objectives and outcomes, and being more
responsive to its users.

People are generally willing and able to comply, however some are willing but not able to comply for a

Submission 55 - Attachment 2

employment services

A successful design of the new employment services model coupled with strategic
positioning of the system could reset expectations for both jobseekers and employers.

Next steps

To achieve a better user experience

and the desired effectiveness and

Tailored supports
that strengthen
businesses

variety of complex reasons and barriers — many outside their control. Design a compliance and 1.
enforcement model that recognises the different reasons that job seekers fail to comply and tailor the
response to their circumstances.
The future employment services system 2.
From the A system which Engagement and activities are valuable, motivating,
jobseeker engages and connected to local employment opportunities and use
perspective motivates effective strategies to improve the chances of job seekers
getting into work.
Builds personal Deep engagement based on knowledge of the jobseeker’s 3.
engagement situation, goals, aspirations and location (factoring in local
labour market conditions).
Connects to Jobseekers get relevant, highly pertinent connections to
specialised services into a wider array of areas that positively improves
services their lives and readiness to enter work. 4.
From the Access to a Access to a wider scope of jobseekers and skills targeted
employer breadth of different  at the specific needs of the employer and industry,
perspective jobseekers especially supporting the development of ready workers for

high-demand and emerging industries.

Additional supports work with business priorities and
practices to help employers hire people when they need to.

efficiency outcomes for the new
employment services system:

Design for the differentiated
needs and motivation levels of
job seekers

Use behavioural interventions in
the future employment services
system to internally motivate job
seekers

Design both the policy and
administrative arrangements of
the future employment service
system at the same time

Draw on the knowledge and
experience of providers
Departmental contract managers,
employers and job seekers to co-
design a more effective and
efficient administrative system
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Work experience
placements e.g
internship, trials

practice

Accelerating change towards vibrant communities,
strong economies, sustainable environments and
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